
• Complaints handling by customer care centre.— 

o Dish TV shall ensure that the customer care centre, immediately upon 
receipt of a complaint from a subscriber, registers such complaint each 
time and allots a unique number to be called the docket number: 
Provided that the Authority may, if deemed necessary, specify a format 
for such docket number. 

o Dish TV shall ensure that the customer care centre- 

▪ at the time of registering of the complaint, communicates to the 
subscriber the docket number, date and time of registration of 
the complaint and the time within which the complaint is likely to 
be resolved; and 

▪ on resolution of the complaint, communicates to the subscriber, 
the details of the action taken on the complaint and also the 
name and contact number of the nodal officer for further 
redressal of complaint, if the subscriber is not satisfied. 

• Time limit for redressal of complaints.— Dish TV shall adhere to the following 
time limits for redressal of complaints of the subscribers- 

o all complaints shall be responded to within eight hours of receipt of the 
complaint: 
 
provided that complaints received after the office working hours shall 
be responded by the next working day; 

o at least ninety percent of all ‘no signal’ complaints received shall be 
redressed and signal restored within twenty four hours of receipt of 
such complaint; 

o all complaints relating to billing shall be redressed within seven days of 
receipt of the complaint from the subscriber and refunds, if any, shall 
be made to such subscriber within thirty days of receipt of the 
complaint; 

o at least ninety percent of all other complaints not covered under clause 
(b) and clause (c) shall be redressed within forty eight hours of receipt 
of such complaints; 

o no complaint, except billing related complaints referred to in clause (c), 
shall remain unresolved beyond seventy two hours. 

• Redressal of complaints by nodal officers. 

o Dish TV has appointed nodal officers for every State in which it is 
providing broadcasting services related to television, for the redressal 
of complaints of subscribers. 

o In case a subscriber is not satisfied with the redressal of complaint by 
the customer care centre, such subscriber may approach the nodal 
officer of Dish TV for redressal of his complaint. 

o The nodal officer shall- 

▪ Register every complaint lodged by the subscribers. 



▪ Issue an acknowledgement to the subscriber within two days 
from date of the receipt of the complaint indicating therein the 
unique complaint number. 

▪ Redress such complaints of subscribers within ten days from the 
date of receipt of the complaint and intimate the decision taken 
thereon in respect of such complaint to the subscriber. 

• Through web based complaint management system. 

o Dish TV also provides resolution of complaint through web based 
complaint system. 

 


