
 

November-December 2018 Volume  III, Issue 6 

CONSUMER UPDATE 

CAG submits comments on Telecom Regulatory Authority of India’s (TRAI) Consultation Paper 

 

The current provision of Telecommunication Tariff (46th Amendment) Order, 2008 mandates all  telecom 

service providers to provide hard copy of monthly bills to its post paid subscribers (mobile and landline) 

free of cost. However, if a customer opts for e-bill sent via e-mail, in lieu of the hard copy, the service  

provider should supply the same after obtaining explicit consent from the subscriber. 

 

TRAI received representations from the Telecom Service Providers and their associations, MPs and MLAs 

to review the extant provisions of sending printed bills to post paid users of mobile and landline services 

amid changing mobile usage relating to cutting of trees for paper used in printing phone bills. 

 

However, since consumers form an important segment of stakeholders on this issue, the Authority decided 

to hold a public consultation to understand views of all stakeholders and floated a consultation paper on 

“Review of extant provision for sending printed bills to consumers of landline and Post paid Mobile      

subscribers". CAG submitted its comments to TRAI. 

 

CAG’s comments: 

Presently, there is no need to change the extant default option, i.e., provision of paper bill without any 

charge to postpaid subscribers of wire line and  mobile services. 

 

Reasons:   
In light of the fact that a sizeable population in India uses feature phones, does not have access to internet, 

and is not very internet-savvy, it is necessary that hard copy of bills are provided for free. Also, over     

billing appears to be an issue as per TRAI’s survey and it should be recognized that bills (in under-

standable, printed form), with details, are an important document for consumers to argue their case. 

 

According to the paper, bills concern only less than 5% of total mobile subscriber base (only postpaid    

subscribers) apart from majority of landline subscribers. Therefore issuing printed bills for free should not 

be a concern. 

 

While it is appreciated that use of papers is an environmental concern and needs to be addressed, service 

providers will have to do a proper study to understand consumers’ preference to bills and reasons thereof, 

before considering further steps. Amending the regulations at this stage will be premature. In the        

meantime, service providers may continue to actively sensitize the public on paper use, give e-billing as an 

option to new subscribers and encourage them to choose the same by offering incentives.  

 

Online medical sales banned across country 

 

The Delhi High Court ordered a ban on sale of online medicines by e-pharmacies across the country and   

directed the Centre to immediately implement the order. In a Public Interest Litigation (PIL) filed by a 



Delhi based dermatologist, it was pointed out that online sale of medicines is not permitted under the Drugs 

and Cosmetics Act, 1940 and Pharmacy Act, 1948.  

 

The petitioner highlighted that even though the Drug Controller of India, in 2015, clearly directed all state 

drug controllers to protect the interest of public health by restraining such sale online, lakhs of medicines 

continue to be sold online, often without prescription. Unable to supervise, the government had failed in its 

responsibility to protect public health is its constitutional obligation under Article 21, the PIL said. 

 

“Unlike common items, drugs are highly potent and its misuse or abuse can have serious consequences on 

human health, not just for the person consuming it, but for humanity at large, as some drugs can be            

addictive, habit forming and harmful to the body. A large number of children/minor or people from           

uneducated, rural background use internet and can be victims of wrong medication while ordering medicines 

online”, the PIL argued, seeking the Court’s intervention.  For more details, click here 

 

 

TRAI pulled up telcos on minimum recharge plans  

 

The Telecom Regulatory Authority of India pulled up Airtel and Vodafone Idea for warning subscribers that 

their sim cards would be deactivated if they did not recharge their pre-paid accounts despite having the   

minimum required balance. 

 

TRAI’s action came in the backdrop of Airtel and Vodafone going on a drive to weed out customers who 

maintain only minimum balance in their accounts so as to be able to receive calls but do not make outgoing 

calls, thus dragging the metric of average revenue per user down.  

 

The regulator directed the telcos to duly inform the subscribers in a clear and transparent manner the date on 

which the current validity of their existing plan would expire, and the manner in which they may opt for 

available plans, including the minimum recharge plan, using the subscribers’ available prepaid account    

balance.  

 

The telcos were also asked not to deactivate the sims of subscribers till such time that they have balance in 

their accounts equal to the minimum recharge amount required, as per a tariff plan. 

 

For more details, click here 

 

TRAI’s regulation on DTH and Cable TV operations  

The Telecom Regulatory Authority of India (TRAI) has come up with a new (mandatory) a-la-carte, free to 

choose television viewing framework that all Direct to Home (DTH) and cable operators all over India are 

expected to follow. This scheme is said to come into force by February 1st, 2019. The aim of this model is 

to initially bring down the cable and DTH bill for the average consumer. This is done to curb the existing 

practice where many service providers bundle unrelated channels and provide them as combos for higher 

prices. The new framework will not only regulate the fluctuating prices given by   service providers but will 

also aim at increasing transparency. 

https://health.economictimes.indiatimes.com/news/policy/delhi-high-court-bans-online-medical-sales-across-country/67068797
https://health.economictimes.indiatimes.com/news/policy/delhi-high-court-bans-online-medical-sales-across-country/67068797
https://telecom.economictimes.indiatimes.com/news/trai-pulls-up-airtel-vodafone-idea-on-minimum-recharge-plans/66858562


A student is also a consumer! 

 

Aditya was a student studying in Oberoi International School, Goregaon. As the school had not allowed 

him to appear for his exams, his mother filed a complaint before the Mumbai Suburban District Consumer 

Forum alleging deficiency in service. The Forum dismissed the complaint on the grounds that a student 

cannot be considered a consumer. Aditya’s mother challenged this by filing an appeal. The Maharashtra 

State Commission noted that in the absence of a legal binding, it would be wrong to declare that a student is 

not a consumer. The Commission held that since the law did not debar a student from redressing his    

grievance before the Consumer Fora, the complaint ought to have been adjudicated on merit. Thus, the 

complaint was remanded back to the Forum to decide whether or not the school was responsible for        

deficiency in service or unfair trade practice or restrictive trade practice. For more details, click here 

The main feature of this framework is that consumers will be able to choose and pay only for channels 

that they are interested in watching. First, every consumer will have to purchase a basic channel pack 

wherein they get to choose 100 channels (of these 100, 26 will be Doordarshan channels). This basic 

channel pack will cost the consumers around Rs. 130 per month. If they wish to add more channels they 

can purchase them separately. They can either subscribe to singular channels or they can also make use 

of combo offers provided by service providers. TRAI has capped the price for each channel at Rs 19/-. 

Consumers have been asked to select their channels before 31st of January, 2019 (the initial deadline 

was supposed to be in December 2018 but an extension has been given). While service providers are not  

happy with the regulations and are contesting it, consumers are confused as to whether it would really 

mean a reduction in prices. How it is going to evolve is yet to be seen! 

Consumer Forum asks Tamil Nadu State Transport Corporation (TNSTC) to compensate for ill- 

treating  pregnant woman 

 

Malarvizhi boarded a TNSTC bus at Thiruvellivoyal village along with her family. She gave Rs. 100 to 

the conductor of the bus to buy five tickets to Velur. Before the conductor could issue the tickets, two 

drunk men began to create a ruckus inside the bus and so the conductor had to intervene and coerce the 

men into getting down from the bus at the next stop.  Meanwhile ticket checking inspectors got into the 

bus and pulled up a pregnant Malarvizhi and her family for not possessing tickets. Though she tried to 

explain that it was not her fault and that she had given the tickets’ fare to the conductor, the checking  

inspectors refused to listen. As Malarvizhi demanded the balance of Rs.75 due to her, the checking      

inspectors gave a blank paper and asked her to write down that it was her fault to have not possessed the 

tickets. As she was  threatened with dire consequences, Malarvizhi had no option than to write as told.  

Later, she filed a complaint with TNSTC, requesting to take action against the conductor and the     

checking inspectors, for misconduct and not returning the balance amount of Rs.75, however there was 

no response.  Following this, she approached the Tiruvallur District Consumer Disputes Redressal Forum 

for relief. TNSTC was found guilty and the Forum directed the transport corporation to pay Rs.7000 as                

compensation and return the balance of  Rs.75 along with interest @ 9.5%. 

For more details, click here 

https://timesofindia.indiatimes.com/city/mumbai/student-is-a-consumer-can-file-complaint/articleshow/66584473.cms
https://timesofindia.indiatimes.com/city/chennai/consumer-forum-asks-tnstc-to-pay-up-for-ill-treating-pregnant-woman/articleshow/66685987.cms


CAG is a 33 year old non profit, non political,                

professional organization working  towards  protecting  

citizen’s rights in consumer and   environmental   issues 

and promoting good governance including               

transparency, accountability and participatory  decision    

making. 

The complaints cell at CAG addresses specific  problems 

of consumers. Also CAG regularly conducts consumer 

awareness programmes for schools,  colleges and special 

target groups. 
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º¢¸¢î¨º Ì¨ÈÀ¡ð¼¡ø ¯Â¢Ã¢Æó¾ ¸÷ôÀ¢½¢ ÌÎõÀòÐìÌ å.3 Äðºõ þÆôÀ£Î 
 
¿¡¸÷§¸¡Å¢ø, §¾§Ã¸¡øÒà¨Ã §º÷ó¾ ¿¡¸Ã¡[ý Á¨ÉÅ¢ ¿£Ä¡.  þÅÕìÌ ²ü¸É§Å ´Õ ¦Àñ ÌÆó¨¾ ¯ûÇÐ.  ¿£Ä¡, 
±õ.¸¡õ., ±õ.±Š.…¢. ±õ.À¢ø ÀÊòÐûÇ¡÷. ¿£Ä¡ þÃñ¼¡Å¾¡¸ ¸Õ×üÈ ¿¢¨ÄÂ¢ø ¿¡¸÷§¸¡Å¢ø §¸¡ð¼÷ ÀÈì¨¸ §Ã¡Î   
ºó¾¢ôÒ «Õ¸¢ø ¯ûÇ À¢ÃÀÄ ¾É¢Â¡÷ ÁÕòÐÅÁ¨ÉÂ¢ø ÁÕòÐÅ ÀÃ¢§º¡¾¨É ¦ºöÐ Åó¾¡÷.  ´ù¦Å¡Õ Á¡¾Óõ ¾ÅÈ¡Áø 
ÁÕòÐÅ ¬§Ä¡º¨É ÁüÚõ «È¢×¨Ã §¸ðÎ ÀÃ¢§º¡¾¨É ¦ºöÐ Åó¾¡÷. 
 
¸¼ó¾ 11.04.2007 «ýÚ Á¡¾ó¾¢Ã ÀÃ¢§º¡¾¨É ¦ºöÂ ÁÕòÐÅÁ¨É ¦ºýÈ¡÷.  «ô§À¡Ð «Å÷ ÅÆì¸Á¡¸ À¡÷ìÌõ 
ÁÕòÐÅ÷ þø¨Ä.  þ¾¨ÉÂÎòÐ «Îò¾ ¿¡û ¸¡¨ÄÂ¢ø, ¿£Ä¡ ¾ý ãò¾ Á¸¨Ç ÀûÇ¢ìÜ¼ò¾¢üÌ «ÛôÀ¢Å¢ðÎ ¾ÉÐ 
Á¡Á¢Â¡Õ¼ý ¬ð§¼¡Å¢ø «§¾ ÁÕòÐÅÁ¨ÉìÌ ¦ºýÚûÇ¡÷.  «íÌ «ÅÕìÌ ¯¼ÉÊ ÁÕòÐÅ ÀÃ¢§º¡¾¨É ¿¼ò¾¡Áø 
¸¡Ä¾¡Á¾õ ¦ºöÐûÇÉ÷.  ¿£Ä¡Å¢üÌ º¢È¢Ð þÕÁø þÕóòÐûÇ¡Ð.  ¸£úÁ¡ÊÂ¢ø ¨ÅòÐ ÀÃ¢§º¡¾¢òÐ ÁÕòÐÅÁ¨ÉÂ¢ø 
þÕì¸ §ÅñÎõ ±ýÚ ÜÈ¢ ¯ûÇÉ÷.  À¢ýÉ÷ «¨ÈìÌ ¦ºøÖí¸û ¿÷Š ²üÀ¡Î ¦ºöÅ¡÷ ±Éì ÜÈ¢, ¿£Ä¡Å¢üÌ ºì¸Ã 
¿¡ü¸¡Ä¢ Ü¼ ÅÆí¸¡Áø Á¡ÊìÌ «Å¨Ã ¿¼ò¾¢ ¦ºýÚûÇÉ÷.  
 
¾íÌõ «¨È þøÄ¡¾¾¡ø À¢ÃºÅ Å¡÷Êø ¿£Ä¡¨Å þÕì¸ ÜÈ¢ÔûÇÉ÷.  ¿£Ä¡ ÁÕòÐÅÁ¨ÉÂ¢ø ¾í¸¢ º¢¸¢î¨º ¦ÀÈ 
§ÅñÊ ¯ûÇ¾¡ø,  «ÅÃÐ Á¡Á¢Â¡÷ Å£ðÊüÌ ¯½× ±Îì¸ ¦ºýÚûÇ¡÷.  «ô§À¡Ð ¿£Ä¡Å¢üÌ ÁÕòÐÅ÷ «È¢×¨ÃôÀÊ 
¿÷Š °º¢ ÓÄõ ÁÕó¨¾ §Å¸Á¡¸×õ, «[¡ì¸¢Ã¨¾Â¡¸×õ ¦ºÖò¾¢Â¡¸ ÜÈôÀÎ¸¢ÈÐ. þ¾¢ø ¿£Ä¡×ìÌ ãîÍ ¾¢½Èø 
²üÀðÎ º¢È¢Ð §¿Ãò¾¢§Ä§Â ÁÕòÐÅÁ¨ÉÂ¢ø ÁÃ½Á¨¼ó¾¡÷.  «ýÚ ¸¡¨Ä 10.40 Á½¢ìÌ À¢ý ¿£Ä¡Å¢ý ÁÕòÐÅ      
Ã¢ô§À¡÷ðÊø ´ýÚõ ±Ø¾ôÀ¼Å¢ø¨Ä. ¬É¡ø 12.20 Á½¢ìÌ ¿£Ä¡ þÈó¾¾¡¸ ÜÈ¢ÔûÇÉ÷. §ÁÖõ °º¢ §À¡ð¼¾¡ø 
²üÀð¼ Å¢¨Ç×¸ÙìÌ º¢¸¢î¨º ¦ºöÂ ±ó¾ ´Õ º¢ÈôÒ ÅøÖÉÕõ, ÁÕòÐÅÕõ «íÌ þø¨Ä. 
 
þ¾ýÀ¢ý ¿£Ä¡Å¢ý ¸½ÅÕõ, «ÅÕ¨¼Â Á¸Ùõ ÁÕòÐÅ §º¨Å Ì¨ÈÀ¡ð¨¼ ¸¡Ã½õ ¸¡ðÊ ¸ýÉ¢Â¡ÌÁÃ¢ Á¡Åð¼ 
Ñ¸÷§Å¡÷ À¡Ð¸¡ôÒ ºí¸ò ¾¨ÄÅ÷ ‚Ã¡Á¢¼õ Ó¨ÈÂ¢ð¼É÷.  «Å÷ ¾ÉÐ ÅÆì¸È¢»÷ ãÄõ ¸ýÉ¢Â¡ÌÁÃ¢ Á¡Åð¼ 
Ñ¸÷§Å¡÷ Ì¨È¾£÷ÁýÈò¾¢ø ÅÆìÌ ¦¾¡¼÷ó¾¡÷.  ÅÆì¨¸ Å¢º¡Ã¢ò¾ ¿£¾¢À¾¢ ¿¡Ã¡Â½º¡Á¢ ÁüÚõ ÁýÈ ¯ÚôÀ¢É÷         
². ºí¸÷ ¬¸¢§Â¡÷ À¡¾¢ì¸ôÀð¼ ¸½Å÷, ÌÆó¨¾ìÌ ²üÀð¼ ÁÉ ¯¨Çîºø ÁüÚõ ¿£Ä¡Å¢ý þÆôÒìÌ å.3 ÄðºÓõ, 
ÅÆìÌ ¦ºÄ× ¦¾¡¨¸ìÌ å.10 ¬Â¢ÃÓõ ÅÆíÌÁ¡Ú ¯ò¾ÃÅ¢ð¼É÷.  ¾ÅÚõ Àðºò¾¢ø 6 º¾Å¢¾ ÅðÊÔ¼ý ¦¾¡¨¸¨Â 
¦ºÖòÐõÀÊÔõ «¾¢ÃÊÂ¡¸ ¾£÷ôÒ ÅÆí¸¢É÷.  ¬¾¡Ãõ: ¾¢É¸Ãý  

New No.246, Old No.277-B,  

T.T.K. Road (J.J. Road),  

Alwarpet, Chennai 600 018. 

Ph: 044 - 2499 4458 / 2466 0387 

Email: helpdesk@cag.org.in 

December 24 - National Consumer Rights Day 
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