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Assam Electricity Regulatory Commission (Redressal of
Consumer Grievances) Regulations, 2016.

No. AERC. 65/2003/PT-1/124.— In exercise of the power conferred on it by Section
18] read with Sub-section 3 of Section 42 of the Electricity Act, 2003 (36 of 2003)
and all other powers enabling in this behalf, and after previous publication the Assam
Electricity Regulatory Commission hereby makes the following Regulations to amend
and replace the Assam Electnieity Regulatory Commission (Guidelines for Redressal
of Consumer Grievances), 2004 notified vide No. AERC. 65/2003/101 dated 22™
December, 2003 and gazette notified on 7" May, 2004,
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IMPLEMENTATION STEPS

(1}
2y
(3}
i4)
(5)
{6)
{7}
(8}

Consumer Grievance Regnister;

Monthly Report:

Complaint Momitoring Cell:

Daily Report:

Reasons for Non-redressal of Complaints:
Availability of Forms / Rules:

Central Complaint Centre:

Infrastructure and Training:

INTRODUCTION

1.0

2.0

3.0

4.0

The Assam Electricity Regulatory Commission (hereinafter “AERC™)
recognizes the urgency and need for enhancing the levels of service to the
electricity consumers in the State of Assam. It accords high importance to the
rights of the consumers. With the objective of safeguarding their interests,
AERC proposes that the Distribution Licensee (in the State as defined in
Clause 17 of Section 2 of Electricity Act, 2003, to the extent of its activities of
distribution and supply of electricity) implement these “Redressal of
Consumer Grievances” Regulations to streamline and simplify the process for
registration and resolution of complaints.

The AERC shall review and modify these Regulations from time-to-time to
ensure that the Distribution Licensee continuously focus on  further
improvement of consumer services,

The Distribution Licensee must strive hard to ensure guality power and good
service, The responsibility of timely and satisfactory resolution of consumer
complaints lies with the Distribution Licensee. However, if the consumers’
complaints are not resolved to their satistaction, the consumers will be free to
approach the Electricity Ombudsman as per the Regulations,

The Distribution Licensee shall declare one day of a week as “Consumer
complaint redressal dayv™ and give wide publicity to 1t so that aggnieved
consumers can discuss their complaints with the concerned officers of the
Distribution Licensee on that day and get those resolved as far as possible,

The Distribution Licensee shall also take all necessary steps to give wide
publicity to these “Redressal of Consumer Grevances™ Regulations through
publication in newspapers, and through use of the electronic media. This
information shall also be made available on their websites. Any changes /
improvements will also be similarly publicized. The consumer should also be
made aware of his rights and duties from time to time.

All necessary forms / rules related to complaints shall be stocked in sufficient
quantities at the concermed offices of the licensee and shall be made available to
the consumers as and when required,
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5.0

i)

7.0

8.0

The Distribution Licensee shall identify the operational level officer/person/
registration center for the complaimant to approach in the first instance for
solution to the grievance of a consumer. It is expected that many of the
grievances shall be attended in this first stage itself. The first stage shall also
have a two level complaint handling process. This is to enable the concerned
departments, division etc and the immediate superior officer to settle the
issues, which may arise on a day-to-day basis, If there 15 no settlement within
the stipulated time, the matters should automatically be referred to the
Consumer Grievance Redressal Forum (CGRF). The complainant shall also
have the right to approach the Consumer Grievance Redressal Forum,

The officers/ persons etc. to be contacted by the consumer in the first stage
and also the redressal forum shall comprise of persons to be nominated by the
Distribution Licensee. The Redressal Forum is intended to provide a focal
point where the decisions will be taken on the Consumer Grievances without
delay and in an objective manner, This is also to give an opportunity to the
Distribution Licensee to satisfactorily settle the grievances of the consumer
without the need for the consumer to approach the Ombudsman. In the event
the Consumer is not satisfied with the redressal of the grievances by the
Forum he will be entitled to make a representation to the Ombudsman.

The Dhstribution Licensee shall give wide publicity of the name, designation,
address and telephone No. of Officials-in-Charge for information of the
copsumer. This information 15 to be regularly updated in the website of the
Distribution Licensee.

The rights of the consumer under these Regulations shall be without prejudice
to his other rights.

Form 1, Form 2 and Form 5 are available as Annexure to these Regulations for
registration of complaints at Level 1, Level 2 and CGRF respectively.
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A pictorial representation of the Consumer Grievance Redressal Mechanism
proposed by these Regulations is provided below. The consumer shall
approach the concerned level in the sequence shown in the diagram.
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CHAPTER -1 : PRELIMINARY
(1)  Short Title and Commencement

1.1 These Regulations shall be called the Assam Electricity Regulatory
Commission { Redressal of Consumer Grievances) Regulations, 2016,

1.2 These Regulations extend to the whole of the State of Assam concurrent
with the jurisdiction for the supply of electricity by the Distribution
Licensee.

1.3 These Regulations shall come into force from the date of i1s publication in
the official Gazette of Government of Assam.

1.4 These Regulations shall be construed harmoniously with the Standards of
Performance of the Distribution Licensee and the Electricity Supply Code
specified by the Commission under the provisions of clauses (x) and (za) of
sub-section (2) of Section 181 of the Act. In case of any inconsistency with
these Regulations, the Standards of Performance of Distribution Licensee
and the Electricity Supply Code shall prevail.

{2y  Definitions
2.1

In these Regulations, unless the context otherwise requires:
al  "Act” means the Electricity Act, 2003 (MNo.36 of 2003);

by “Complainant™ shall include —

(i) a consumer as defined under Clause (15 of Section 2 of the Act
which shall include the legal heirs and successors;
{ii}) occupier or user of the premises;

(11} any voluntary consumer association registered under the Societies
Registration Act, 1860 or under any other law for the time being in
force  till the Commission notify a procedure for recognition of
associations, groups, firms or bodies corporate as registered
consumer associations for the purpose of representation before the
Commission;

i(1v) the Central Government or the State Government — or any local
authority; and

(V] one or more consumers, representing a group of consumers having
the same interest:

¢} “Complaint™ means any grievance of the consumers in the area of supply

of the Distnbution Licensce relating to the supply of clectricity or
rendering of service by the Distribution Licensee and without prejudice to
the generality of the above the following:
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d)

)

i

h)

{1} any unfair trade practice or a restrictive trade practice adopted by
the Distnbution Licensee in providing electricity supply or service
to the consumer;

(1) the electricity supply or services hired or availed of or agreed to be
hired or availed of by the consumer from the Distribution Licensee
suffer from any defect or deficiency in any respect;

(i) the Distribution Licensee has charged or proposed to charge for
the electricity services mentioned in the complaint, amount in
excess of the tanff or price determined or approved by the
Commission under the Act:

(1v)  electricity supply or services are being offered or allowed by the
Distribution Licensee for conveyance or use in contravention of
the provisions of any law in regard to standard and or performance
or safety or security for the time being in foree; and

(v) electricity supply or services are being offered or allowed by the
Distribution Licensee without complying with the provisions of
law requiring the Distribution Licensee to display information in
regard to the use of such supply or services.

"Consumer” means any person who is supplied with electricity or who has
applied for a connection for his own use for supply of electricity by a
Distribution Licensee or the Government or by any other person engaged
in the business of supplying electricity to the public under the Act or any
other law for the time being in force and includes any person whose
premises are for the time being connected for the purpose of receiving
electricity with the network of a Iistribution Licensee, the Government or
such other person, as the case may be; or whose electricity supply has
been disconnected,

“Consumer dispute” means a dispute where the person against whom a
complaint has been made, denies or disputes the allegations contained in
the complaint;

"Distribution Licensee” means a licensee authorised to operate and
maintain a distribution system for supplving electricity to the consumers
in his area of supply;

“Defect”™ means any fault, imperfection or shortcoming in the quality,
quantity, purity or standard of service, including in the equipment or
material which is required to be maintained by or under any law for the
time being in force or under any contract, express or implied, or as is
claimed by the Distribution Licensee in any manner whatsoever in
relation o electricity service;

“Deficiency™ means any fault, imperfection. shortcoming or inadequacy
in the guality, nature and manner of performance which 15 reguired to be
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1

k)

mj

maintained by! under any law for the time being in force or has been
undertaken to be performed by Distribution Licensee in relation to
electricity service or performance standard; including Interruption or
failure of Power Supply, Voltage complaints, Metering Problems
including Meter shifting, Charges / Payments (Billing Problems),
Disconnection or Reconnection of Power supply, New Connections or
Extensions in Load, Notice of supply interruptions, violations of
Electricity Supply Code, contraventions of Act, Rules or Regulations
made there under with regard to consumer interest,

“Electricity  Service™ shall include supply, billing, metering and
maintenance of electrical energy to the consumer and all other attendant
sub-services;

“Forum™ means  “Consumer Grievance Redressal Forum” 1.e the Forum
for Redressal of Grievance of Consumers to be constituted by each
Distribution Licensee in terms of these Regulations,

“Licensed Contractor™ means an electrical contractor as defined in
Regulation 29 of Central Electricity Authority (Measures relating to
Safety and Electric Supply) Regulations, 2010;

“Ombudsman™ means an authority to be appointed or designated by the
Commission under a scparate Regulation issued for the purpose under
sub-section (6) of section 42 of the Act, to whom a representation may be
made by any consumer aggrieved by non-redressal of grievances by the
Forum.

"Commission” means the Assam Electricity Regulatory Commission
recognised under Sub-section (1) of Section 86 of the Act as the
CoMTimmiEs 0.

All other expressions used herein but not specifically defined herein but
defined in the Act shall have the meaning assigned to them in the Act,
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(3)

il

iz2

3.3

34

3.3

3.6

7

CHAPTER - I1 : NATURE OF COMPLAINTS AND
DUTY OF THE DISTRIBUTION LICENSEE

Nature of Complaint and Its Registration

The Consumer complaints are to be classified for convenience of handling into
the following categories :

a) Interruption in power supply

by Voltage related complaints

¢)  Load shedding / scheduled outage

d) Meter related complaints

e) Complaints related to billing, collection etc.

f)  Disconnection and reconnection of power supply

g} Delay in new service connection or extension of Load

hy Others

i) Any other grievance under the AERC (Supply Code & Related Matters)

Regulations, 2005 and the AERC (IDistribution Licensee” Standards of

Performance) Regulations, 2005 and its subsequent amendments which
are not covered by the above,

The Distribution Licensee shall maintain at each of the office of Assistant
Manager’ Deputy Manager of the Distnbution Licensee a regmster for
registering the complaints received.

The Consumer complaints shall be duly registered under the above categonies
within 2 hours of the receipt of the Complaint. Level | and Level Il of the
Complaint Handling mechanism shall maintain records /registers in the
formats specified in these Regulations and shall submit mandatory gquarterly
reports to the Consumer Grievance Redressal Forum.

The concemned officers of the Distnbution Licensce shall deal with the
complaint in the manner set out in Schedule 1 to these Regulations. The
Distribution Licensee shall follow the implementation steps specified in
Schedule 2.

In the event the grievance of the consumer is not redressed satisfactorily to the
consumer within the period specified in Schedule-I to these Regulations and
the consumer does not accept in writing of such satistactory resolution of the
grievance, the officer concerned shall within 3 days forward the complaint
together with his comments to the Forum.

The complainant may at any time after the expiry of the period specified in
Schedule 1 approach the Forum for redressal of the grievance of the consumer.

The Distribution Licensee and its officers, agents and representatives, in
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i.

iil.

v,

Vi,

Vil

Viil.

dealing with the consumer complaints, shall be guided by the following:

the provisions of the Electricity Act, 2003 and the rules and regulations
framed there under;

the Standards of Performance for the Distribution Licensee including as
laid down in the Dhistribution Code, Electricity Supply Code, Complaint
Handling Procedures, the License terms and conditions under any other
order or directions, of the Commission shall have to be duly comphed
with and fulfilled:

the Distribution Licensee 15 a public utility service and that the consumer
who is paying for the service is entitled to receive guality and prompt
service;

the resolution of complaint is done promptly as per Schedule 1;

the resolution of the complaint satisfactorily will preserve and enhance
the relationship between the licensee and the consumer;

the intention should be to encourage amicable resolution of disputes
without formal legal representation or reliance on legal procedures;

the complaints are to be taken up and decided on first come first serve
basis without showing undue preference to any person; and

Proper and accurate records of the complaints received, action taken and
the satisfaction level of the consumer concerned are duly maintained.

18 COMPLAINT REGISTRATION AT LEVEL-T AND LEVEL-T]

381 A consumer can approach the concerned officer at Level | and Level 11
depending on consumer category and the nature of complaint as specified in
tables below (Details in Schedule -1 of these Regulations).

1)  Interruption in Power Supply (Fuse-off calls, Line breakdowns,
transformer failure, ete.)
TABLE-1B
Catesory of Where to lodge MNext higher level for
5. No. Eﬂﬂ:ﬁ;ﬂq complaint - Level | complaint — Level 11
' ' {Office of) {Office of)
| LT consumers Fuse off Call Centre /Fault | Assistant Manager” Deputy

Call Centre / Complaint
Booth/ Central complaint
centre / Junior Manager

Manager / Manager
fAssistant General
Manager
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Where to lodge

MNext higher level for

. f . .
5. No. E‘:::ff:ly;s complaint - Level 1 complaint — Level T1
{Office of) {Office of)
2 HT consumers Complaint Booth/ Central | Assistant General Manager
Complaint Centre {Area Manager / Deputy
General Manager
2) Voltage Related Complaints
TAaBLE -2B
5. No. Category of Where to lodge complaint Mext higher level for
Consumers - Level 1 complaint - Level 2
{Office of) (Office of)

1 LT consumers Fuse off call center Assistant Manager /
Centralized complaint | Deputy Manager/ Manager/
center [ Junior Manager Assistant General Manager

2 HT consumers Junior Manager / Assistant | Deputy Manager /
Manager’ Fuse Call Centre/ | Manager/ Assistant
Centralised Computer General Manager” Deputy
Centre General Manager

3 Load Shedding/ Scheduled Outage
TanLE -3
5. No. | Category of | Where to lodge complaint - MNext higher level for
Consumers Level 1 complaint — Level 2
(Office of) {Office of)
| LT consumers | Junior Manager / Assistant Assistant Manager / Deputy
Manager Manager/ Manager/
Assistant General Manager
2 HT consumers | Deputy Manager’ Manager/ | Deputy General Manager
Assistant General Manager

1889
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4) Meter Related Complaints
TABLE -4B
5. Category of Where to lodge complaint - MNext higher level for
No. | Consumers Level 1 complaint - Level 2
(Office of) {Office of)
[ | LT consumers | Junior Manager/ Assistant Deputy Manager! Manager/
Manager Assistant General Manager
2 | HT consumers | Assistant Manager/ Assistant Assistant General Manager/
General Manager Deputy General Manager
5) Electricity Bill Related Complaints
TABLE -5B
Where to lodge complaint - Next higher level for
s. Category of Level 1 i Level 2
No. Consumers complaint — Leve
((MTice of) ((MTice of)
I | LT consumers Junior Manager / Assistant Assistant Manager /
Manager Assistant Manager
i Revenue) / Assistant
General Manager
2 | HT consumers Area Manager / Deputy General | Chief General Manager
Manager
) Disconnection & Reconnection of Power Supply
TanLE -6
5. No. Category of Where to lodge Next higher level for
Consumers complaint — Level 1 complaint — Level 2
(Office of) {(Office of)
1 LT consumers Junior Manager / Assistant | Assistant General Manager
Manager
2 HT consumers Assistant General Manager | Chief General Manager
{ Area Manager
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T) Delay in Providing New Connection Including Enhancement or
Reduction of Load.
TapLE -TR
5. No. Category of Where to lodge Next higher level for
Consumers complaint - Level 1 complaint - Level 2
(Office of) {Office of)

1 All LT consumers

Junior Manager /
Assistant Manager

Assistant Manager /
Assistant General Manager

(B

All HT consumers

Deputy General Manager

Chief General Manager

382

The concerned officers at Level 1 and Level 11 shall maintain records of all

complaints received, action taken and the satisfaction level of the consumers.

3R3

If the consumer is aggrieved by the Distribution Licensee’s action or omission

at Level T/ Level 11, the consumer may file his representation to the concerned
Consumer Grievance Redressal Forum for redressal of his grievance.

R4 A consumer may also approach the CGRF directly if he so desires,

1891
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(4)

4.1

4.2

CHAPTER — 111 : FORUM FOR REDRESSAL OF
CONSUMER GRIEVANCES

Constitution of the Consumer Grievance Redressal Forum (CGRF):

Any new Distribution Licensee within six months from the grant of license,
establish Forums for redressal of grievances of the consumers in accordance
with these Regulations, The existing Distribution Licensee shall continue with
the existing CGRFs constituted as per the AERC (Guidelines for Redressal of
Consumer Grievances) 2004, for a period, as may be decided by the
Commussion. The existing CGRFs shall be reconstituted in accordance with
these Regulations in due course as may be directed by the Commission from
time to time.

Each Forum is to be constituted with approval of the Commission by the
Distribution Licensee. Each Forum shall consist of three members including
the Chairperson, who shall meet the following criteria;

{a) The Chairperson of the Forum shall be a retired judicial officer having at
least 20 vears experience in legal/ judicial profession; or a retired civil
servant not below the rank of Joint Secretary of the State Government; or a
retired Principal of a recogmised Engineering college: or a retired Member
of Faculty of the Electrical Engincering Department of a recognised
Engineering College having at least 20 vears of service.

(b) Ome member to be designated as Technical Member shall be a person from
the Distribution Licensee who

. Heolds a BE/ BTech/ Equivalent degree in Electrical /Mechanical
Engineering;

ii. Has at least 10 years experience in electricity distribution

imi. Holds a post not below the rank of a Deputy General Manager!
Superintending Engineer.

(c) One member shall be a representative of a Consumer Association / Non-
Governmental Organisation actively engaged in protecting the interests of
electricity consumers, or a representative from the members of the State
Advisory Committee constituted under section 87 of the Act, o be
nominated by the Distribution Licensec.

Provided that, such member referred to in sub-clause (4.2¥c), shall not
have been in emplovment of the Distribution Licensee or any of its
agencies, in any capacity, for a period preceding three years of being
appointed as member of the Forum,

It is desirable that the members of a CGRF are well conversant with the
official languages of the State.
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4.3

4.4

4.5

4.6

4.7

The Chairperson of the Forum along with any of the members shall form the
Quorum for the meeting of the Forum.

Provided that where the Chairperson is absent from a sitting of the Forum, the
member, who fulfills the eligibility criteria of sub-clause (4.2)(c) above, shall
be the Chairperson for such sitting.

The Distribution Licensee may with prior approval of the Commission
substitute a member of the Forum with another person as per the composition
and gualification provided in sub-clause (4.2) above, after following due
process of law, if in the opinion of the Distribution Licensee such substitution
18 necessary for proper discharge of the functions of the forum and redressal of
grievances of the consumers.

The Distribution Licensee shall ensure that the post of a member in the Forum
is mot kept vacant for a period exceeding 90 days.

Provided that when vacancy anses for the post of Chairperson, the member
who fulfils the eligibility criteria in sub-clause (4.2)ic) above, shall function as
the Chairperson-in-Charge for the period of such vacancy. Every member of
the Forum shall hold office for a term of three years from the date of entry into
the office.

Provided that no Chairperson or Member shall hold office after he attains the
age of seventy years.

Provided that a member of the Forum who is in employment of the
Distribution Licensee upon his transfer shall cease to be member of the Forum
and the Distribution Licensee shall designate another officer as member of the
Forum who shall comply with the eligibility criteria set out in sub-clause (b)
of Regulation 4.2,

(1) No person shall be appointed and/or be entitled to continue as a member
if he stands disqualitied on account of his/ her:

{a)  having been adjudged an insolvent:

(k)  having been convicted of an offence which, in the opinion of the
Distribution Licensee, involves moral turpitude;

{c) having become physically or mentally incapable of acting as such
member;

{dy  having acquired such financial or other interest as is likely to
affect prejudicially his functions as a member;

el having so abused his position as to render his continuance in
office prejudicial to public interest; or

ify having been guilty of proved mishehaviour,
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4.8

449

4.110

411

412

(2} An existing member shall be liable to be removed from his office on
account of any of the aforesaid disquahifications ansing or being discoveread
after following due “process of law™.

The Chairperson and Members of the Forum shall be entitled to a consolidated
remuneration of Bs 25,000/~ and Rs 20,000/~ per month respectively or such
fee as may be revised by the Commission in consultation with the Distribution
Licensee from time to time.

In addition to the above, the Chairperson and Members shall be entitled to
conveyance allowance of 10% of their remuneration per month for attending
the official duties of the Forum.

Provided that the Remuneration and the other terms of office of the members
shall not be varied to the disadvantage of the member after his appointment.

Provided further that the terms and conditions of service of a member of the
Forum who is in the employment of the Distribution Licensee shall be
governed by the terms and conditions of his employment with such
Distribution Licensee,

The Chairperson and Members of the Forum shall be entitled to allowance for
travel on official purpose bevond a radial distance of 8 KMs from the office of
the Forum as per the terms and conditions applicable to officers not below the
rank of General Manager of the Distribution Licensee.

The office space, secretarial support and other facilities required by members
of the Forum shall be provided by the Distribution Licensee,

The Distribution Licensee shall initially provide the following staft on
establishment of the Forum;

a) Office Assistant — 2

b) Peon cum process server — 2
¢} Cleaner -1

d)  Security (Chowkidar) - 1

The requirement of the Staff may be reviewed periodically in consultation
with the Forum.

The Staff so provided shall work under the administrative control of the
Chairperson of the Forum for the duration in the Forum. No staft member
shall continue in oflice upon attaming the age of 65 vears,

The two Office Assistants may be categorised as senior and junior assistants
and the Chairperson of the Forum may allocate duties to them accordingly,
including the duty of receiving the petitions and issuing acknowledgements for
the same to the complainants. The salaries and allowances payable to, and
other terms and conditions of service of the staff required to assist the Forum
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in the discharge of its functions shall be as determined by the Distribution
Licensee.
413 The Distribution Licensee shall meet the expenditure of the Forum including

the establishment and staff required to assist the Forum in the discharge of the
functions under these Regulations.

414  An annual budget for the Forum shall be prepared by the Distribution
Company in consultation with the Forum.

4,15  All costs prudently incurred by the Distribution Licensee on establishment and
running of the Forum, to the extent reasonable and justifiable, shall be allowed
in the determination of tariff of the Distribution Licensee in accordance with

the relevant Regulations of the Commission,

416 The Forum shall receive the complaints forwarded or filed with the Forum in
any format so long such complaint 15 in writing. The Forum may, however,
seek information and details from the complainant in Form 5 appended to
these Regulations, The Forum shall also facilitate easy registration of
complaints by consumers by notifving an official c-mail address. The
Distribution Licensee shall maintain a regular office of each Forum at a
location as may be decided by the Distribution Licensee so as o provide
convenient access to consumers. In order to expedite disposal of grievances,
the Chairperson of the Forum may also hold sittings at such places within its
area of junisdiction as may be considered necessary and proper by the Forum,

Motwithstanding the above, the Forum shall not entertain any representation
which iz subject matter of ecxisting or proposed procecdings before the
Commission or before any other authority including under Part X, X1, XII,
XIV and XV of the Act,

4.17  The Forum shall decide the Complaints expeditiously and shall communicate
its decision to the Complainant within a period not exceeding 30 dayvs of the
receipt of the Complaint by the Forum. The Forum shall give the reasons in
support of its decisions.

4,18 The timings and helidays of the office of the Forum shall be the same as that
of the Distribution Licensee.

4,19 The Distribution Licensee shall give publicity of the constitution and existence
of the Forum including in the bills raised for the supply of electricity to the
consumers and in such other manner as the Commission may from time to
time notify. The names and designation of the Members of the Forum and the
concerned officers of the Forum, the address, e-mail, facsimile and phone
numbers of the Forum shall be displaved at all the offices of the Distribution
Licensee and shall also be duly publicised including in the website of the
hstrbution Licensee,

420  The Forum shall maintain true and correct records of all Complaints received
by the Forum from time to time and make available such records for
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4.21

422

inspection of the Members of the Commission or an officer authorised by the
Commission. Such records shall also be open for inspection by the consumers
and others who are complainants as defined in these Regulations. ‘Wherever
required by the complainants, the Forum shall provide in writing information
of the present status of the Complaint.

The Dhstribution Licensee shall establish a link in its website within a period
as may be decided in consultation with the Commission facilitating a
consumer 1o lodge a complaint and track the status of the complaint, There
shall also be an in-built provision for forwarding an auto e-mail to the
complainant whenever the complaint lodged through the website is redressed
by the Distrnbution Licenses,

A complaint handling procedure for the Forum shall be prescribed by the
Distribution Licensee.
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(5)
5.l

5.3

54

5.5

(&)
6.1

CHAPTER — IV : OMBUDSMAN

Appeal to Ombudsman:

Any consumer 1f aggnieved by the non-redressal of the gnievance by the
Forum, may make a representation to the Ombudsman within thirty days from
the date of the decision of the Forum or within thirty days from the date of the
cxpiry of the period within which the Forum was required to take decision and
communicate the same to the Complainant.

Provided that the Ombudsman may entertain an appeal after the expiry of the
said period of thirty days if the Ombudsman is satisfied that there was
sulTicient cause for not Giling it within that period.

The Ombudsman shall decide the representation, after providing the
Complainant and the Distnbution Licensee an opportunity of being heard.

(a} For the purpose of carrying out the functions, the Ombudsman may
require the Dhstribution Licensee or any of the officials, representatives or
agents of the Distribution Licensee including the Forum to furmish documents,
books, information, data and details as may be required to decide the
representation,

(k) The Distribution Licensee and others mentioned above shall duly comply
with such requirements of the Ombudsman,

(a) The Ombudsman shall decide the representation finally within three
months from the date of the receipt of the Representation of the Complainant.

{b) In the event the Representation 15 not decided within three months the
Ombudsman shall record the reasons there for including the cost to be
paid by the Distribution Licensee if the inability to decide within the time
15 attributable 1o the Distnbution Licensee.

{c) In case the delay is for reasons attributable to the Complainant the
Ombudsman may reject the Representation.

The Distribution Licensee shall duly comply with and implement the
decision of the Ombudsman,

Powers of Ombudsman:

The Ombudsman may receive and consider all representations filed by the
complainant for non-redressal of the grievance by the Forum under Sub-
section (5) of Section 42 of the Act,

Notwithstanding the above, the Ombudsman shall not entertain any
representation which 18 subject matter of existing or proposed proceedings
before the Commission or before any other authority including under Part X,
X1, XIL X1V and XV of the Act.



1898

THEASSAM GAZETTE, EXTRAORDINARY, DECEMBER 8, 2016

B3

.4

.5

6.6

(7)
7.1

7.2

7.3

(8)
8.1

8.2

8.3

54

8.5

The Ombudsman shall in the first instance act as conciliator in matters, which
are the subject matter of representation filed.

Subject to the provisions of the Act and these Regulations the Ombudsman’s
decision whether the complaint is fit and proper for being considered by it or
not, shall be final.

The Ombudsman shall adopt a procedure ensuring transparency and due
compliance of the principles of natural justice and due process of law.

The Ombudsman shall dispose of a complaint fairly and equitably.

Recommendations made by the Ombudsman:

When a complaint is settled, through conciliation of the Ombudsman, the
Ombudsman shall make a recommendation which he thinks fair in the
circumstances of the case. The copies of the recommendation shall be sent to
the Consumer and the Dhstribution Licensee.

If the Consumer and the Distnbution Licensee shall send a communication in
writing within 15 days of the date of receipt of the recommendation
confirming their acceptance of the recommendations made by the Ombudsman
in full and final settlement of the complaint made,

On the receipt of the unconditional acceptance by both the consumer and the
Distribution Licenseg, the office of the Ombudsman shall duly record the same
and dispose the representation.

Award:

Where the complaint 15 not settled by agreement under Regulations 7, the
Ombudsman shall hear the parties and pass a speaking award with detailed
reasoning the decision on the representation within three months from the date
of receipt of non-acceptance of the recommendation.,

An Award shall be in writing and shall state the nature of the reliefs including
monetary compensation, 1f any, the Complainant 1s entitled to as per the
award.

A copy of the award shall be sent to the Consumer and the Distribution
Licensee concerned.

The Consumer shall furmish to the Distrnbution Licensee within a period of one
month from the date of receipt of the award or within such period the
Ombudsman may allow for reasons to be recorded, a letter of acceptance that
the award 15 in full and final settlement of his claim and complaint made.

The Distribution Licensee shall comply with the award within 15 days {or time
extended by the Ombudsman) of the receipt of the acceptance letter under
Clause {4) and it shall intimate the compliance to the Ombudsman.

Provided that if the Distnbution Licensee did not implement the order of the
Ombudsman within the time period specified” extended, the affected consumer
may approach the Ombudsman and the Ombudsman may ask the licensee the
reason for non implementation of the order,
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(%)  Consequences of Non-Acceptance of Award:

If the Consumer does not intimate the acceptance under Clause (4) of
Section — ¥ above, the Distribution Licensee shall not be required to
implement the award.

(1 Powers to Remove Ditficulties:

10.1 If any difficulty anses in giving effect to any of the provisions of these
regulations, the Commission may, by general or special order, direct the
Distribution Licensee, the Forum and the Ombudsman to take suitable action,
not being inconsistent with the Electricity Act, 2003, which appears to the
Commission to be necessary or expedient for the purpose of removing
difficulties.

10.2  The licensee may make an application to the Commission and seek suitable
orders o remove any difficulties that may arise in the establishment of the
Forum as per these Regulations or otherwise in the implementation of the
Regulations.

{11y Issue of Orders and Practice Directions:
Subject to the provision of the Electricity Act, 2003, the Commission may

from time to time issue orders and practice directions for the effective
implementation of these Regulations to be followed.

(12) Power to Amend:

The Commission may, at any time add, vary, alter, modify or amend any
provision of these regulations.

(13)  Submissions of Reports to the Commission:

13.1 The Forum and the Ombudsman each shall submit a quarterly status report on
the number of complaints received, redressed and pending, etc within 15 days
of the end of the quarter, to the Commission.

13.2  The Forum and the Ombudsman cach shall also furnish to the commission, by
31% May every vear, a report containing a general review of the activities of
their offices during the preceding financial year and shall furmish such
information as the Commission may require.

(14) Repeal and Savings:

4.1  The AERC (Guidelines for Redressal of Consumer Grievances), 2004 is
hereby replaced with these Regulations.

14.2  Motwithstanding such repeal, anything done or any action taken under the said
Guidelines shall be deemed to have been done or taken under the

corresponding provisions of these Regulations,
(by Order of the Commission)
S. K. ROY,

Secretary
Assam Electricity Regulatory Commission.
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SCHEDULE-1

COMPLAINT RESOLUTION PROCEDURE AND TIME LIMITS

(1)

1.3
1.4

FOR DIFFERENT CATEGORIES
(See Regulations under Chapter - 1I)

Interruption in Power Supply (Fuse-off calls, Line breakdowns,
Transformer failure, etc.)

In case of interruption of power supply for LT consumers, the complaint shall
be registered with the Fuse-off Call Center / Fault Call Center’ Central
Complaint Center / Junior Manager of the Distribution Licensee along with
name, address, consumer number, and a brel desenption of the complaint.
The HT consumer complaints will be registered with the Junior Manager/
Assistant Manager of the Distribution Licensee.

The complaint may be made by telephone or personally and the concerned
officer of the Distribution Licensee shall ensure prompt response and action.
The official immediately on receiving the complaint shall register it and issue
a Complaint Number. The Distribution Licensee shall also introduce
provisions of e-mail, mobile app and website link for lodging complaints by
the consumers.

The Table 1 A below outlines the nommal time limit for resolution of complaints:

Adherence of time limit for rendering the services under various nature of
complaints mentioned below is subjected to the condition that Distribution
Licensee 1s not prevented from doing so due to extraordinary situations like
cvelone, flood, storm or any such occurrences not attributable to the Licensee.

Table 1A

8. No.

Tvpe of Service Time Limit for Rendering the Service

(a1 Fuse-off /Fault Calls:

Cities/ Towns 4 working hours

Fural Arcas 24 hours

{h) Line Breakdowns:
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5. No. Type of Service Time Limit for Rendering the Service
Cities/Towns 1} Where replacement of pole is not required :
24 Hrs.
i1} Where replacement of pole is required :
48 Hrs.
Rural Areas 1) Where replacement of pole is not required:

24 Hrs.
11} Where replacement of pole is required :
72 Hrs.

ic) Street Lights:
i. Rectification of line fault

ir. Replacement of fused or
defective units

(d) Replacement of failed
Distribution Transformer:

Cities/ Towns

Fural Arcas

24 hours

2 days (subject to the materials 1o be made
available by the local authorities)

| day
5 days

ie) Replacement of damaged
service line:

i. In case of damage (o
service  wire  due  to
consumer’s fault

il. In case of damage to
service wire on account of
normal wear and tear or
reasons not attributable to
the consumer (service wire
tobe supplied by the
Board / Licensee free of
cost)

3 days from the date of pavment of cost of
service-wire by the consumer or altermately
consumer can get the work done through
licensed contractor,

3 days from the date of receipt of complaint

Procedure for resolution of complaint

1.5

In case of non-resolution or unsatisfactory resolution of the complaint at
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Level 1, officers mentioned in Para 1.1 above, the consumer may take his‘her
complaint to the officer at Level Il mentioned in Table 1B below.
Immediately on receipt of any complaint the officer shall not only take action
to ensure restoration of supply on the same dav, he will also investigate the
reason of delay in providing service at level 1. Table 1B presents the
procedure for lodging the complaints:

Table 1B

5. M.

Where to lodge Next higher level for
Category of Consumers complaint - Level 1 complaint — Level 11
{Office of) {Office of)

LT consumers Fuse off Call Centre Assistant Manager/
{Fault Call Centre / Deputy Manager /
Complaint Booth! Manager /Assistant
Central complaint General Manager
centre / Jumor Manager

HT consumers Complaint Booth/ Assistant General
Central Complaint Manager /Area

Centre Manager / Deputy
General Manager

(2)

2.1

2.3

Voltage Related Complaints

In case of low / high or erratic voltage condition for LT consumers, the
complaint may be registered with the Fuse-off Call Center / Central Complaint
Center / Junior Manager of the Distnbution Licensee along with name,
address, consumer number, and a brief description of the complaint. The HT
consumer complaints will be registered with the Junior Manager / Assistant
Manager.

The complaint may be made by telephone, by post or personally and the
Distribution Licensee shall ensure prompt response and action. The official
receiving the complaint shall register it in Form 1 and issue a Complaint
Mumber, For postal complaints, the receipt shall be dispatched by the next
working day.

The Table 2A below outlines the time limit for resolution of complaints:
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