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 National Consumer Helpline – December 2017
 In the month of December 2017, National Consumer helpline registered 34,653 dockets. Out of 34,653 dockets, 23432 complaints were handled at Toll free telephone numbers, 1,287 complaints were registered by outbound calls to SMS received, 9,677 complaints were reported on the Website. 169 complaints were reported through “Consumer App” Android as well as IOS version.
 On the web chat, from 1th December to 31th December 2017, 2054 user queries were handled. On an average, 86 users are contacting NCH per day. The web chat was not fully functional on 12th, 14th, 16th, 27th, 28th and 30th December 2017.
 The NCH Website www.nationalconsumerhelpline.in has registered a hit count of 1,98,350 during the month.
 Sector wise, the ‘e-Commerce’ sector contributed the highest number of complaints– 18% of the total dockets made i.e. 6,258. ‘Telecom’ Sector was at second position with 13% of the total dockets. The rest of the top five sectors are ‘Banking’, ‘Consumer Electronics’, and ‘Agency Services’ were at registering 9%, 6% and 4% respectively of total dockets registered. There is no variation in sequence of the top five sectors as the last month.
 Region wise, the maximum numbers of complaints registered were – Uttar Pradesh 4,816 calls, forming 13.9% of total dockets made. Among the top five states are Maharashtra, Delhi, Rajasthan and West Bengal, registering between 13.29% to 6.77% of total dockets. In this month, Uttar Pradesh is at the first position after few months and Maharashtra is at 2nd position instead of 1st position earlier.
 In the ‘Continual Consumer Education’ series every morning, 24 sessions on various consumer related topics was held.
 Convergence–15,921 complaints were registered for Convergence companies and 8,293 responses were received from them, the response is at 52%, within the month.
 Responses from complainants (User Remark): Complainants have posted 435 user remarks on the portal. In 399 cases, consumers have confirmed that their problem was resolved, accounting for 92% of the total responses.
 Public/Consumer Feedback: There were 1507 direct user and Public feedback on the website out of which, 36% consumers were dissatisfied with the company response, delay in response received were 6%, satisfied with company response/advice were 23%, Queries were 7%, Suggestions were 8% and Complaints were 7%,Not satisfied with NCH response were 10% and 1% can’t say. These complaints cannot be handled as no contact details are available as they are not required to be mentioned in this feedback category.
 Email and Letters: 327 emails were received from Department of Consumer Affairs, out of which 121 complaints were registered on INGRAM. Only 19 letters were received by post, replies to which have already been given.
 http://www.nationalconsumerhelpline.in/
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 RTI’s responded to during the month were 13 and 10 Parliament questions were also responded too.
 CPGRAMS: 908 complaints were received and replies given which includes replies to complaints received in November as well.
 S.No. State No of Calls %
 1 UTTAR PRADESH 4816 13.90
 2 MAHARASHTRA 4606 13.29
 3 DELHI 4463 12.88
 4 RAJASTHAN 2407 6.95
 5 WEST BENGAL 2347 6.77
 6 KARNATAKA 2227 6.43
 7 HARYANA 2011 5.80
 8 MADHYA PRADESH 1926 5.56
 9 GUJARAT 1753 5.06
 10 BIHAR 1544 4.46
 11 TELANGANA 976 2.82
 12 TAMIL NADU 899 2.59
 13 PUNJAB 808 2.33
 14 JHARKHAND 536 1.55
 15 ODISHA 489 1.41
 16 CHHATTISGARH 453 1.31
 17 ANDHRA PRADESH 428 1.24
 18 UTTRAKHAND 394 1.14
 19 KERALA 385 1.11
 20 ASSAM 279 0.81
 21 HIMACHAL PRADESH 264 0.76
 22 JAMMU & KASHMIR 252 0.73
 23 CHANDIGARH 115 0.33
 24 GOA 81 0.23
 25 TRIPURA 49 0.14
 26 MEGHALAYA 23 0.07
 27 PUDUCHERRY 23 0.07
 28 DADRA & NAGAR HAVELI 22 0.06
 29 SIKKIM 22 0.06
 30 ANDAMAN NICOBAR 14 0.04
 31 MANIPUR 10 0.03
 32 ARUNACHAL PRADESH 9 0.03
 33 DAMAN & DIU 9 0.03
 34 NAGALAND 7 0.02
 35 MIZORAM 6 0.02
 Grand Total 34653 100
 State wise complaints received at NCH
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 *Others’sector includes 12.3% General enquiries and non CPA Complaints.
 Gender Wise Calls
 Sector- wise Complaints
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 Continual Consumer Education
 DATE TOPIC/SECTOR DESCRIPTION
 01-12-2017 EPFO
 Complaint Redressal Mechanism of Employees Provident Fund Organization
 04-12-2017 Public Distribution System
 Schemes, New issues, complaint Redressal mechanism
 05-12-2017 RTI FAQs and Online filing process
 06-12-2017 Kisan Credit Card
 Product/loan & other components/conditions applicable /process in detail
 07-12-2017 GST Anti- Profiteering measures to benefit consumers
 08-12-2017 Legal Metrology Mechanical Spring Weighing Scales
 09-12-2017 Call Audit Quality of calls
 11-12-2017 Monthly Report Briefing on November monthly Report
 12-12-2017 GST
 Anti- Profiteering measures to benefit consumers- form filing
 13-12-2017 Legal Metrology
 Non-automatic Weighing Instruments Electronic Weighbridge (Static)
 14-12-2017 Mobile Handset Insurance
 Role of Retail outlet, Role of TPA, Primary Insurance company - the claims process
 15-12-2017 Retail outlet Complaint Redressal Mechanism
 16-12-2017 Food Fortification of Food
 18-12-2017 Banking Crypto currency and Bit coin
 19-12-2017 Telecom MNP, Portability related and billing issues
 20-12-2017 Legal Metrology Capacity Measure
 21-12-2017 Call Audit Quality of calls
 22-12-2017 Food Packaged water bottles types
 23-12-2017 Railways IRCTC website - Refund rules
 26-12-2017 Real Estate RERA rules and notifications
 27-12-2017 Standards Quiz
 28-12-2017 Banking
 Revised guidelines for Banking Ombudsmen w.e.f. from 1st july,17
 29-12-2017 Food Storage, Hygiene and Refrigeration tips for Refrigerators
 30-12-2017 Social Media based complaints
 Complaints on Face book and Instagram, redress mechanism
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 Month
 SMS
 SMS Received Unique SMS Received New Dockets made in
 INGRAM
 Dec. 2017 3675 2274 (62%) 1287 (57%)
 Convergence Companies Non Convergence Companies
 Month Total Complaints
 Received Responses received
 Total Complaints Received
 Disposed / Action taken (email sent)
 Dec. 2017 15, 921 8293 (52%)* 12,135 12,135
 *Response% is with respect to the number of complaints registered and responded to in the same month .It does not include the responses received on the dockets registered in the previous month.
 Complaints Received – Letters from DCA
 Status of Complaints Received on Consaff Twitter Handle
 No of Complaints
 received
 Repeat Complaints
 No of Unique complaint Dockets registered
 Complaints moved to
 nodal officers of
 Govt.
 Complaints resolved By Company/Govt.
 Complaints in
 process
 Disposed –Non
 CPA/ Not resolved
 19 0 Con.
 Non Con.
 Govt Dept 4
 Con. Non Con.
 Govt Dept 4 0
 13 2 4 9 2 0
 Month Letters
 Total Complaints Received Responded & Disposed
 Dec. 2017 19 19
 INGRAM Grievance Redressal@ NCH
 Complaints Received - SMS
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 Complaints are forwarded to NCH through CPGRAMS Portal www.pgportal.gov.in . The status of
 complaints for December 2017 is as under
 Name of
 Organization
 Grievance(s)
 Received for
 month of
 December 17 + C/F
 of Pervious Month
 Grievance
 (s)
 Disposed
 Pending Pending 0
 to 15 days
 Pending
 16 to 30
 days
 Pending
 31 to 45
 days
 Pending
 46 to 60
 days
 Received by NCH
 587+321 =908 547 361 128 102 31 100
 Pendency Based On Diary Date which also included in the above
 table
 Pending 0 to 15 days
 Pending 16 to 30
 days
 Pending 31 to 60 days
 Pending 61 to 90
 days
 Pending 91 to 180 days
 Pending 181 to
 365 days
 120 72 169 18 2 8
 e- mails from DCA
 Centralized Public Grievance Redress and Monitoring System (CPGRAMS)
 Emails received
 Total Emails
 received
 Complaints
 Incomplete Information-responded with Remarks
 Others (Feedback,
 Suggestion & Query)
 Unique Docket Made
 Repeat
 327 121 159 47 0
 * Not handled by NCH
 http://www.pgportal.gov.in/
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