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Title of the Policy | Customer Care and Consumer Grievance Mechanism

Function O&M, Commercial, RoU and other Depts. concerned

Owners Customers & Community Relationship Team

Target Audience Customers & Community

Purpose of the Resolution of complaints received from Customer & Community
Policy

Customers and Community of GSPL Transmission Limited (GTL) can register their
complaints or log their feedback and suggestions with respect to services provided by GTL in
its areas of operations using various modes of communication. Response and resolution to the
same is provided in accordance with SoPs/ Guidelines established by the company.

Objective:

The objective of the Policy is as below

To communicate to Customers and Community about various touch points available to
reach out to GTL

To address all complaints/feedbacks/suggestions/enquiries in accordance with defined
SoPs/Guidelines.

To identify areas of improvement and act based on the same

Contact Mechanism:

Customers and Community can reach to GTL for providing their feedback or suggestions, to
log a complaint or raise an enquiry by using the following modes:

Master Control Room (MCR): Complaints received at control room are recorded in the
Log Book/ Complaint Register. The Contact numbers of MCR are 079-
23268849/50/46/88; 09879560025; 18002333323 (Toll free)

Verbal or Written Communication: Verbal and written complaint communicated to GTL
at Registered Office:

GTL Bhavan, E-18, GIDC Electronics Estate, Nr. K-7 Circle,

Sector — 26, Gandhinagar — 382028 Gujarat (INDIA).

Through Contract Manager: Customers can approach its respective Contract Manager for
its commercial issues.
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