DISH DOCTOR

Ask us any questions or problems faced by you in the course of your
business. Our DISH DOCTOR will try and answer them in the best
way possible, in the simplest terms, avoiding the unnecessary use of
technical terms where possible. The service is available free to our
readers and subscribers.

Send Your Queries To: Dish Doctor, 312/313, A Wing,3" Floor, Dynasty Business
Park, Andheri Kurla Road, Andheri (E), Mumbai — 400059. or

Email: manoj.madhavan@nm-india.com. Now you can WhatsApp Your Dish
Doctor Queries To: +91-91082 32956

ALTD SERVICE PROVIDERS QUeSIEl Qa1 YSrd

Q: What consumer protection and grievance redressal | gss @¢ diell, daHEe 3T diaEd 47 W qUASS amn

obligations should be mandatory for authorised ALTD | 233 g aﬂ%@a 9Bl & 6T IuHiET gLan 3Nt Rera

service providers across smart TVs, websites and mobile | frerror § A BT @ g ateErd @9 aia?

apps? rgaTe feer, #ifsar awmear, @GS
Raghunath Sinha, Media Consultant, Jharkhand | I8 31fegd CuarE! (3t dzd Seifas foawor) Far geransit

Ans.: Authorised ALTD (Authorised Live Television | & uagaM IuHieEar 57&0 AF [Urem@d Famor g/ &1 qies &

Distribution) service providers should follow a uniform consumer R, aqTe TG & ST HE 2dl, JaEe, qEEd e, 2IHT

protection and grievance redressal framework irrespective of | o 3 R SR 3 A R 7 7 &
whether services are accessed through smart TVs, websites, mobile ERED “ Wﬂ - AN N ¢ .
applications, streaming devices or other digital platforms. A Teel, B UUALIE] WiZWM Hl Med @l dAgd 7 Tec

First, every ALTD platform must clearly disclose | F@BH &I Hd, AT bl SUAEIT, He dl alierel, 32T ST
subscription pricing, channel availability, content quality, data | 5y Fiferar 7 Fa1 @l 9 A9 adT DMRY | TEhl Bl 2=
usage policies and terms of service before customer onboarding. Gz, - FF{L #, fwe A Rf TEtea & o § 9

Consumers should also receive transparent information regarding § Rert @ N o -
trial periods, auto-renewals, refunds and billing cycles to avoid e X , T T 01 v @ TTTE & et

misleading practices. Al F g41 o AqF | .
Second, grievance redressal systems should be easily eqa forma Framo e owEidsee a1 Wewd 3% &
accessible within the application or platform interface. A dedicated | zfE7 3wl ¥ IUwey BT @R | I, S0, EeqeEd Far A0 -

customer support mechanism through chat, email, helpline 1 R ST & 4 i s FAA Med qEEl dE A

numbers and in-app complaint registration should be mandatory. ( ~ Re & o o
Complaints should be acknowledged within a fixed timeline, ET A | o # 1 A UF T A & A,

preferably within 24 hours, and resolved within a defined period T B o 24 52 % I &1 A, 3T AT Bl Uil B T T

such as 7 to 15 days depending on the nature of the issue. 7 7 15 &1 S ua feifia sty & e Sqe Fwrem e aw |
Third, ALTD providers should appoint nodal grievance AT, UUSE] USRI i ATSe [9Tehrad SATerenrl ﬁa—oﬁ H

officers and publish their contact details prominently on all AMRT T IH FYF AHBTT T TG Ex kel EHH I ELEenll
consumer-facing platforms. Similar to broadcasting and telecom QeI T AR | G S e R & ave &, s

regulations, an escalation matrix should be established for

unresolved complaints. forebrdl & forg s RCRL] W TQIT&IT‘T fpan ST ARy | .
Fourth, consumer protection norms should include AT, ST JE0 MRl § qA § e, NERES B aTl

safeguards relating to service interruption, misleading advertising, | fergmem, fomT 3R & @erdl, AaT-fuar & FEaor v swdrmedar 221
unauthorised deductions, parental controls and user data privacy. | & fqEar 7 I3 7em SUE I 29 R | dih F2 U]
Since many ALTD services operate through smart TVs and mobile S e 24 ﬂ;r{gqf]agﬂ FifeT & :_'ﬁqo %P?% Hel ¥, gt

ecosystems, clear consent mechanisms for data collection and N - . s
targeted advertising are essential. 32 321 FT A e e & ferg wme wewiq o e E |

Additionally, accessibility standards should be encouraged, THD HeAdl, TAHAT HHh Bl TGMET &A1 A AT, %PﬁT
including multilingual support, subtitle options and simplified qg‘-lllﬂ eI, FaeEed & f[Jeed A affw Al qur e
complaint processes for senior citizens and differently-abled | gugmemaisi & fou fUemd i T7d glard onfie 20 |
USETS: ugd & A1 Al & U UF FETG Sl SHArTEdis &

A harmonised framework across all modes of access will N 25 L= R .~
help build consumer trust, ensure accountability and create ferzam ’ ! GMITT BT ST UG T Al A

regulatory parity between traditional broadcasting platforms and | STl &2 ISTofee <eflig A FHAEA B A e T
emerging digital television distribution services.l wiUd & § Jeres 2rm |l
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