Adwvisory to Registrars

This office receives a number of complaints through various modes from our esteemed
residents regarding rude/less courteous behaviour by the Aadhaar operators. This is

against the “Resident First Policy of UIDAI”.

Recently a complamt on rude behaviour by an operator was received by CEO, UIDAIL
Immediately a field visit was conducted & strict punitive action was taken against the
operator. Needless to say, UIDAI 1s carrying out Resident Centric Operations & has zero
tolerance on behavioural aspects. Our ministry 1s embarking on raising the bar on

customer service standards consistent across all the centres.

You are therefore, requested to sensitise your operators/ supervisors on the behaviour
aspects and to struct them to be more polite and courteous while serving the residents
for Aadhaar related works. It may also be ensured that any complaint of rude/less

courteous behaviour, even if these are few, are addressed promptly.

Further, the operators/ supervisors be educated on behavioural aspects by imparting them
regular trainings and counselling.

UIDALI shall also be conducting training sessions on Aadhaar related works with special
emphasis on behavioural aspects. Surprise checks of Aadhaar Centres will be carried out

in the coming days & strict action including blacklisting of erring operators may be taken.

Strict compliance from all registrars 1s requested please.
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