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MATIOMAL SEEDS CORPORATIOM LTD.,
Beej Bhawan, Pusa Complex
New Delhi-110012

Mo, 8{Misc)/10-11-CS/NSC Dated : 18/02/2011

It has been observed that the numbers of consumer Cases are incraasing
every year which is a matter of great concern for the Corporation. Such cases relate
to the quality complaints received from the distributors, dealers, farmers | seed
purchasers ar public insttutions directly or through their advocates seeking
compensation for the losses incurred by them on account of the poor seed quaiity,
Increase in cases in various consumer forums has been partly due to the fact that
complaints are sometimes not being attended/ investigated timely and prompitly as
per the procedure in vogue, Procedure for altending such complaints are a ready
specified ‘through QC Circulars, from time to time, and also included in [S0
9001:2000 procedure. In arder to streamline the process, an effective mechanism |
neraby reiterated for dealing with such complaints in future:

1) Complaints can be received by any of the offices e, Area Office, Regional
Office or Head Office, Dn receipt of the complaint, the same shall be recardec
" 8 complaint register maintained at each of these offices {in the format nc.
FIQC/F/05/01 attached as Annexure-1), An acknowledgement shall be tjiven,
by the office receiving the complaint, within seven days of receipt of the
complaint.  If the complaint is received at Area Office, Area Manager shall
infarm the copcerned Regional Manager within 7 days. Similarly, if complain:

2) The complaint shall be reviewed and classified in four categories |,
Germination, Physicai, Seed Health or Genetic,. RO shall nominate an ofice-
ar constitute a team to investigate the complaint by undertaking feld visit, if
reQuired, to draw samples and collect all required details related seed lot,
Purchase etc. and verification of the bag, tag, cash mema / bill etr. In case
the complainant fails to produce any of the evidences ac detailed above the
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comelainant would be informed accordingly. In case of establishment of first
evidence, further verification should include validity period of s@ed, roisture
level in the field, storage conditions at the farmer’s end and parfnn*ran_te of
the seed of same lot in other fields etc. and If the complainant is satisfied
with the explanation given by the investigating officer (10), & closure report
shall be prepared by the 10, duly signed by the complalnant, and the status
of the complaint shail be recorded In the register and report shall be sent tn
Regional Manager.

3} In case the complaint s of minor nature Iimited to few farmers anc
‘nvestigating officer is satisfied that the complaint s genuine and is due to
poor seed quality, the 10 shail submit his findings with his recommer dations
for corrective action Including compensation if any (which will be limitec to
seed cost or replacement of seed) through concerned Regional manager.

4} In case the complaint Is found to be af major nature involving larger area, RM
will review the report of 10 and depending upon the findings and the nature
of the complaint, the Regional Manager, with the approval of Head office mriay
constitute an Inspection Team consisting of representatives frcm the
concerned Reglonal office, Head Office, Concerned breeder and 3
representative of the complainant for further Investigation. This team will visit
the field, inspect the affected areas, draw seed samples and send the same
"0 designated laboratories for testing and prepare a report on its firdings
The report, sigred by all the members of the team, shall be submitted to the
concerned Regional Manager within one week from the date of inspection
who In turn will submit the same tc Head Office with his recommendations

considering findings of the team and subsequent test results of the
laboratory,

5) On receipt of the report of the inspecting team along with recommendatior of
Regicnal Manager, Head office wil fake appropriate decision for
compensation/ settlement and convey the same to concemed Regiona!
Manager. In case the complainant agrees with the decision taken by N&C, the
settiement should be done expeditiously, In case the compialnant do=s not
agree with the decision of NSC and decide to file a case In the consumer
forum, NSC may have to defend the case in the consumer forum wit the
help 1f advocate from the panel so as to safeguard the interest of the

The Dealers, growers, farmers and public institutions who are the buyers of
seeds from NSC should be adequately informed of the ahove grievance redressal
mechanism through leafiet inserted in the seed bags along with the Phone No. of
the Regional Manager of the concerned Region, so that the complaint, if avy, ic
attended promptly and also the pracess of redressal s initiated to ensure that the
complaints are not pending for investigation with an objective to redress he

?EﬂuinE compiaints of the buyers in time and minimize the cases |n Consumer
TorLms
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A guideline for investigation into complaints related to quality of seeds is
placed at Annexure-I1,
]
Ly
Or. N. Emayavaramban
General Manager ( Production)
1. Al Divisional Heads at HO, 24 '“U"')
2. All Regiona Managers,
3. All Quality Control Officers,
4, All Area Managers,
5 PS to CMD for Information.
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Area Office i “;
Regional Office
Complaint no.
Complaint Derails & Status:
S No | Description T Details Remarks i
| 1 Name & Address of )
= complainant |
| 2 Mature of Generc | .
| - - Seed Health .
| 3 Datails of seed a) Sead purchased
. Purchase
NSC Dealer
i | NSC Sale counter
| I ll
| l, b) Detalls of seed i|
| | purchasa: |
| Crop
| ~ Variety I
Class I
Qty : l
Cash Memo & date
| Bill no & date 1
| [Encioes e copy) |
| Purchase cost 1|
| Farm area involved \
|4 Action taken on |I
| complaint /Status |
1 Date & progress
| . : J
== -

E) -




|, Complaints related to poor germination should not be entertained if the
seed has not been sown within 30 days of purchase or within 15 days of
sowing, whichever Is earlier. In case of non compliance of ahove
condition, the same shall be recorded in the investigation report and
signature of the complainant shall be obtained. However, In mse of
complaints of varietal admixture, complaints shall be enterained i

flowering stage by that time almost all physiological characters guts
BxXpressed,

2, In the case of the complaint related to poor germinabion than the
prescribed standard or total germination fallure, detalls as per the Format
FQC/05/02 should be collected and conclusion should be drawn based on
Information so collected.

3. In case of complaints relating to admixture in seed, &t should be
investigated as to which crop/variety was sown In the same field in the
previous season/year. If the crop sown was the same but with a different
variety and If the percentage of admixture Is less, the committes may take
a view whether the off-types are the voluntary plants from the previously
sown variety. If the admixture is more than 10%, the team including a
Breeder shall investigate to assess as to whether the plant character
expressed n the field Is due to the change In the varletal behaviour as
infiuenced by the phato-sensitive nature of the cron or due to any other
extraneous factors like, rain-fall, cloudy weather, frost etr,

4. >ample should be drawn by the team from the left over stock available
with complainant. I there Is no stock avallable with the farmers, samgles
will be drawn from the guard sample of STL/ QCL NSC. The samples
drawn for such test shall be signed and sealed by both NSC's official as
well as complainant. In the case of complaint of poor germination,
sample shall be sent to the STL, of the concermed shate wherefram
complaint has originated, for assessing the germination percentage. In
case of complaint of admixture, the sampies shall be sent for grow-out
test/BNA finger printing test to the designated iaboratory,

3. ID or the Investigating team during their field visit or discussion with
complainant should not make any commitment about settlement of

complaint before conclusion of Investigation and decision of ‘he
competent authority,

Ak
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' Effective Date:
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Date of Receipt of Comiplaint g Date of Inspection '

I, Name and address of the complninant

2, Details of the seed

a) Crop b)) Varety c)LotMNe. ) Whether Foundation or Certified
Date of receipt of seed at the supply point

Diate of purchase

anntinpln'dmd ] i

From where/whom purchased '
Hmmﬁ%ﬂmn&dmkmhyﬂmmmphinmﬂunﬂlplmt:d
Tnﬁrmﬂmﬁumﬁﬂhﬂlnfﬁudmﬂhlgs:

2} Date of test/revalidation

b) Presem permination

9, Ares planted (AcresHectares)
10, Date of planting :
11, ‘I'j-penfmﬂlurrhi:hﬁmud[dn]rlluqm,undﬂ:.j

12, Emditinnufﬁ:ﬂbud{ﬂm,nﬁm&, cloddy, weody, etc.)

13. Level of the field {flat, sloping, imdhiluting, depressions, cle)
14, Ia the field well drainsd?

15 hthtmﬂmﬁfmhlrpnnrinlh:ﬁmkﬁ:ldurthmnmpudmut‘guudm
poot stand?

16. Huwnndwlrmmﬂ:eihﬁlhnapﬁihd?
Was it applied with the seod 1o one side and below the sped or befare sowing
but mixed thoroughly in the soil?

17 What was the moisture situation in the seed bed?

1. What was the source of moisture —lirrigation of rain? 1f rain, was it sufficient?

19. Wuﬂlﬂ:mrm'mnﬂwplmﬁnghmhnfmﬂtsmdgmﬁmm{i? If 50, howe
mmjrduysuﬂerpl'lnﬂng? ,

20, Diﬂﬂtﬂhmmyhnﬂmutmuunuﬁnunfﬂumdbnd?

i1, Depth of seed in the soi] (85 nctuslly checked by digging)

I 22, Didﬂ:mﬂm‘mﬂhﬂmﬂnﬁmmnnf&emil‘?

23. Wuﬂmﬂdmﬂqdmuﬂhymﬂhmﬁuﬂwmimgmmﬂ

24, Whnlisﬂumnimnﬂmﬂhkmnfﬂmﬁﬂdaiﬂmﬂmnnﬁmpmﬁm?

23, Concluding remarks of the inspecting officey, '

Dated, rh..:l

P A w

Inspecting OF jeer

NB: I there is any left-over seed with the complainant, the same is 10 be eollecied and
. sent to Quality Control Lab. for testing.
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