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National Consumer Helpline – April 2016 

 In the month of April 2016, National Consumer helpline handled 18,803 calls, 

which includes complaints registered on NCH Website as well as sms 

received. Out of this, 13,685 calls were handled at Toll free number, 1014 

outbound calls were made, and 5118 complaints were reported on NCH 

Website against various companies. This is the highest count that NCH has 

handled in its 11 years of operation. 

 The maximum numbers of calls were from Uttar Pradesh – 3002 calls, 

forming 15.97% of total calls. The rest of the top five states are Delhi, 

Maharashtra West Bengal and Haryana registering between 15% to 6% of 

total calls.  

 The „Product‟ sector contributed the highest 22.53% of the calls i.e. 4237.  

„E-Commerce‟ Sector was at second position with 17.58% of the total calls. 

The rest of the top five sectors are „Telecom‟, „Banking‟ and „Automobiles‟ 

registering between 16% to 5% of total calls. Normally, during these months „ 

Product‟ complaints rise because of non servicing A/Cs and refrigerators.   

 23 sessions on various topics were held in the „Continual Consumer 

Education‟ series every morning. 

 Feedback on counseling services averaged a score of 4.03 out of 5. Out of 

104 respondents, 66% have said that they are very satisfied and will 

recommend NCH counseling service to others. 

 Convergence - Responses to complaints/ feedback received for April 2016 

are 5728. Out of this, 5629 complaints were responded to, by various 

companies under convergence and response percentage stands at 77%.     

99 consumers either called back on the helpline to inform that their complaint 

has been resolved or informed of the resolution of their complaint through 

email or calls.  

 Downtime of PRI line and IT infrastructure was 9 hours and 25 minutes 

(working time) during the month. This was also because of the reinstallation 

of the software. Department of Consumer Affairs placed an order on HCL 

Services Ltd to replace the existing NCH server and reinstall the NCHCRM 

with additional licences. 

 

 

 



NCH – April 2016 
 

  
Page 3 

 
  

 

 

 

 

 

 

 

 

STATE – WISE CALLS RECEIVED AT NCH 

 

S.No. State Calls %Age of total 

calls

1 UTTAR PRADESH 3002 15.97

2 DELHI 2891 15.38

3 MAHARASHTRA 2157 11.47

4 WEST BENGAL 1297 6.90

5 HARYANA 1211 6.44

6 RAJASTHAN 1196 6.36

7 GUJARAT 1025 5.45

8 BIHAR 930 4.95

9 KARNATAKA 928 4.94

10 MADHYA PRADESH 867 4.61

Top Ten States - Calls to NCH-  April 2016
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SECTOR- WISE CALLS 

GENDER WISE CALLS 
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To ensure that high quality is maintained, training is organized every 

morning for half an hour from 9 AM to 9:30 AM  

In-house Training Sessions in April 2016 

Sector No of Days Topics Covered 

Quality 6 Call Audit Observation with Docket no & 
voice calls. by sector experts and 
Supervisor.   Observation on Convergence 
companies data capture, Consumer 
Satisfaction Index, Topics required by 
counselors on Training, General Rules on 
NCH Working for staff 

Insurance 4 Insurance FAQs on different segment such 
as Life, Health, Motor Vehicle etc. 

Training & Soft Skills 2 Revised Training File on different Sector in 
Sharing, Skill Training on Soft Skills and 
Motivation 

Legal Metrology 1 Grievance Redressal Hierarchy for 
complaints with regard to Weight & 
measures (Legal Metrology) 

Banking 1 Kisan Credit Card and its limit and 
inclusion 

RTI 1 Online RTI filling and process of first and 
second appeal 

Telecom 1 Consumer Cases been taken up by 
Consumer Forums and SC judgment on 
Telecom Consumers 

Water 1 Complaints Hierarchy on Jal Board related 
complaints for various boards 

Consumer Pulse 1 Various news items & latest information 
related to Consumer Demand, Behavior 

Total 23 

 

The CCE for the period 26th May 2016 to 30th May 2016 was not held as 

that time was taken up to practice for the Nukkad Natak on Swatch 

Bharat Abhyan ( Details on Page No.8) 

 

CONTINUAL CONSUMER EDUCATION 
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The feedback on counseling services by NCH is evaluated for to gauge the 

counseling services provided. Feedback helps in getting inputs for training 

and operations, as it gives the complainants perception. All complainants who 

have registered their email id during the course of the call receives 

questionnaire asking them to evaluate their experience of our service 

Was the NCH 

counsellor helpful 

and courteous?         

The counselor listened 

to me effectively & 

understood my concern

The advise given to 

me was appropriate 

I will /have take action 

on the advise given

I will/have 

recommended NCH to a 

friend or acquaintance 

Yes 70 72 64 68 69

No 6 4 11 7 6

Not Specified 28 28 29 29 29
 

Out of 104 consumers, who have replied, consumer satisfaction averages 4.03 

out of 5 for the month of April 2016, where 5 stand for very good and 1 stands for 

extremely dissatisfied 

66% of complainants, who have given this feedback, have said that they are very 

satisfied and will recommend NCH counseling services to others. 

 

 

The dipstick feedback taken from complainant who have received a resolution 

from convergence companies and are satisfied, average 74% 

 

  
Convergence Companies Non Convergence Companies 

Month 
Total Complaints 

Sent  
Responses received 

Resolution confirmed by 
Complainant directly at NCH 

 April 2016 7342 5629 99 

FEEDBACK ON COUNSELING SERVICES OF NCH 

GRIEVANCE REDRESSAL@ CONVERGENCE 
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“Customer detriment can be defined as the negative outcomes for consumers 
relative to reasonable expectation.” At NCH, we consider only the direct, 
measurable financial loss in specific sectors for fresh complaints. For the month 
of April 2016, consumer detriment was estimated  for  2005  dockets  at  Rs. 
10,48,17,960  and  later  extrapolated  for   6857 dockets  at   Rs. 33,62,04,075. 
Extrapolated total detriment value is derived by multiplying average detrimental 
value with no. of complaints received in respective sectors. 
 

Sr. No Sector /Category No of Dockets
Total Detriment 

Value (Rs.)

Average Detriment 

Value (Rs.)

 No. of 

Complaints 

received

Extrapolated Detriment 

Value (Rs.) ( Average 

Detriment X no of 

complaints received

1 Real Estate 61 88095404 1444187 178 257065277

2 Automobiles 35 3450774 98594 212 20901831

3 Products 701 6721680 9589 1677 16080254

4 Legal 2 701500 350750 29 10171750

5 E-Commerce 479 2420246 5053 1384 6992945

6 Banking 76 819794 10787 430 4638306

7 Placement Services 19 872452 45919 86 3948993

8 Medical Negligence 3 153500 51167 72 3684000

9 Education 17 357215 21013 141 2962783

10 Life Insurance 2 58000 29000 87 2523000

11 Health Insurance 3 75500 25167 65 1635833

12 Packers & Movers 17 462020 27178 50 1358882

13 Travel & Tours 17 215693 12688 82 1040402

14 others-Service 12 67417 5618 154 865187

15 Electricity 6 30569 5095 113 575716

16 Postal 19 76355 4019 142 570653

17 Telecom 242 97087 401 1101 441705

18 Airlines 5 54530 10906 25 272650

19 LPG/PNG 17 30102 1771 148 262064

20 DTH / Cable 11 8576 780 103 80305

21 Courier /Cargo 26 28594 1100 46 50589

22 Drugs & Cosmetics 2 3025 1513 21 31762.5

23 Railways 8 6497 812 28 22740

24 Weights & Measures 204 9620 47 389 18344

25 Food 21 1810 86 94 8102

Total 2005 104817960 52278 6857 336204075  
 

Real Estate is always at the top because the value (in Rupees) per transaction is 

generally the highest amongst all sectors. 

 

 

 

 

CONSUMER DETRIMENT 
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Complaints are forwarded to NCH through PG Portal www.pgportal.gov.in . The status of 

complaints received in the month of April 2016 is as under: 

No. Complaints 

Received 

Not Pertaining to 

NCH 

Closed Pending 

82 3 78 1 

 

 

 

 

As per letter received from Department of Consumer Affairs,  National Consumer 

Helpline has performed „Nukkad Natak‟ at Red Fort on 30th April 2016, 5.00 p.m. 

as per the theme of  „Heritage Places & Monuments‟ under Swachh Bharat 

Pakhwada for the year 2016 -17. With this activity, NCH generated awareness 

among tourists and visitors to take care of Heritage Monuments and keep them 

away from defacing and free from garbage, scripts, and posters. 

 

NUKKAD NATAK – SWACHH BHARAT ABHIYAN – 

 30 APRIL 2016 

 

STATUS OF PG PORTAL COMPLAINTS 

 

http://www.pgportal.gov.in/

