HIMACHAL PRADESH ELECTRICITY REGULATORY COMMISSION 
SHIMLA (H.P.) 
  

NOTIFICATION

Dated:- 8th February, 2002. 
  

COMMISSION’S COMPLAINT HANDLING PROCEDURE

  



In exercise of the power conferred on it by Sub-section (1) (d) of Section 22 of The Electricity Regulatory Commissions Act, 1998,  (Act 14 of 1998), and Regulation 27 of the Himachal Pradesh Electricity Regulatory Commission (Conduct of Business) Regulations, 2001, the Commission issues the following guidelines, namely:-

  

1.                  Short Title and Commencement: 
  
i)                These guidelines may be called the “Himachal Pradesh Electricity Regulatory Commission’s Complaint Handling Procedure, 2002”.

  

ii)
These extend to the whole of the State of Himachal Pradesh concurrent     with the jurisdiction for the supply of electricity by the Himachal Pradesh State Electricity Board.

  
iii)
These shall come into force from the date of its publication in the Gazette.

  
2.
Definitions and Interpretation: 
  
i)                    In these guidelines, unless the context otherwise requires;

  

(a)     “Act” means The Electricity Regulatory Commissions Act, 1998, (Act 14 of 1998).

  

(b)    “ Commission” means the Himachal Pradesh Electricity Regulatory Commission constituted under the Act.


  

(c)     “Board” means the Himachal Pradesh State Electricity Board constituted under the Electricity (Supply) Act, 1948.

  

(d)   “Consumer” means any person as defined in Section 2 (c) of the Indian Electricity Act, 1910 and shall also include any person who has made an application for availing power supply from the Board.

  

ii)                   Words or expressions occurring in these Guidelines and not defined herein but defined in the Act or HPERC Conduct of Business Regulations, 2001, shall bear the same meaning as in the Act or in the Conduct of Business Regulations.

  

 3.                  Commission’s Complaint Handling Procedure: 
  
In accordance with the above provisions of the Act and Regulations, the HPERC hereby adopts the following procedure in regard to matters concerning the submission of complaints by consumers to the Commission:- 
  
I.                    Appointment of a Complaint Redressal Officer.  

II.                 Compliance with HPSEB’s Complaint Handling Mechanism &    Procedure.  

III.               Complaint Filing  

IV.              Commission procedure  

V.                 Monitoring of complaints brought to the Commission

  

 
The Commission has separately accorded approval to the Board’s Complaint Handling Mechanism and Procedure.  

  

3.1
Appointment of a Complaint Redressal Officer: 
  
The Commission shall nominate an officer as ‘Complaint Redressal Officer' to deal with all matters relating to consumer complaints.

  

3.2 
Compliance with HPSEB’s Complaint Handling Mechanism and Procedure: 
  
(i) 
Any person or organisation wishing to submit his complaint to the Commission, should in the first instance have submitted his complaint to the Board in accordance with the Board’s approved Complaint Handling Mechanism and Procedure and should have exhausted the Board’s complaint handling processes.

  

(ii) 
The Commission will take cognizance of the complaint if the consumer is not satisfied with the final response of the Board or if the consumer feels that the Board has delayed in addressing the consumer's complaint beyond three months.

  

(iii)
The Commission will not take cognizance of the complaint of the consumer if the consumer has not exhausted the Board’s complaint handling processes. In such an event, the complaint of the consumer will be forwarded by the Complaint Redressal Officer of the Commission to the Board for appropriate action.

  

(iv)      If the Commission does not take cognizance of the complaint, it shall inform the consumer stating reasons for doing so.

  

3.3
Complaint Filing: 
  
Every complaint to the Commission must be submitted in writing (in triplicate) to the Complaint Redressal Officer stating:

  

(i)
The name of the individual or organisation, address and telephone number (if any) of the complainant;

  

(ii)
A brief description of the matter, which is the source of the complaint, including copies of any relevant and supporting document;

  

(iii)
If known, specific references to any Law, Regulation, Code and/or Standard that is alleged to have been violated;

  

(iv)
Written proof that the complainant had submitted the complaint to the Board and has exhausted its complaint handling procedure;

  

(v)
Relief sought;

  

(vi)
An authenticated copy of response from the Board;

  

(vii)
A description of the remedy/relief that the Board has made or offered together with the documentary evidence and an explanation as to how the relief so offered does not meet the end of justice/contractual obligation of the Board; and

  

(viii)
Information as to whether he has filed any complaint with consumer forum or civil court on the same issue and status/result thereof, as the case may be.

  

3.4
Commission procedure:  
  
(i)
Within 3 working days of receipt of a consumer’s complaint, the Complaint Redressal Officer shall send an acknowledgement to the consumer. Complaints, which fulfill conditions in Para 3.2 above, will be registered and serially numbered, e.g., C/01/02, C/02/02 and so on. A copy of the complaint shall be forwarded under the signature of the Complaint Redressal Officer within 5 working days of its receipt, to the Board, to offer parawise comments and such other information as may be necessary to dispose of the complaint effectively and adequately.  

(ii)
Within 14 working days from the date of receipt, the Board shall submit its parawise comments and such other information to the Commission on the complaint, failing which it will be deemed that the Board has no comments to offer and a decision shall be taken by the Commission as deemed fit and proper unless the time for such a response is extended in writing by the Commission.  

(iii)
The period prescribed for submission of the parawise comments shall not be ordinarily extended unless a specific prayer is made on valid and cogent ground to that effect by the Board and the Commission approves of the same.  

(iv)
On receipt of the parawise comments, the case file shall be processed within 14 working days.  

(v)
Should a rejoinder from the complainant be considered absolutely necessary for a just decision of the consumer’s complaint, the same may be obtained under the order of the Commission.  

(vi)
In case, where the Commission considers it appropriate to undertake and discharge the matter through hearing of the affected parties, procedures as laid down in Chapter II of the Himachal Pradesh Electricity Regulatory Commission (Conduct of Business) Regulations, 2001 shall apply.

  

(vii)
The Commission will pass an order as deemed fit and proper taking into consideration the complaint, the parawise report and such other information supplied by the Board and documents, if any, filed by the parties. The final decision on the complaint shall not be delayed beyond three months from the date of receipt in any event.  

(viii)
The order passed under Para  (vii) shall be implemented by the Board within 15 days of the receipt of the order.  

(ix)
The Board shall report compliance to the Commission within 7 days of implementation of the order.  

(x)
Failure to implement the order of the Commission makes the Board liable to action under the Act.

  

3.5              General Guidelines to Consumers
[1] 
i)
The complaint letter must be simple, straightforward and short.  The first paragraph should grab the reader’s attention and let him or her know exactly what the letter is about. 
ii)                   Don’t try to sound like a lawyer and don’t feel that you have to use words that you wouldn’t use in everyday speech. 
iii)                 Be polite. Do not write letters when you are angry.  Assume that the person to whom you are complaining is honest, hard working and fair, until it is proved otherwise. 
iv)                  Plan what you want to say and let there be logical order.  Don’t jump.  Thoughts should be clearly grouped in paragraphs.  Give all the information that is required, but nothing more. 
v)                  Know where you stand. Be aware of your rights and responsibilities. 
vi)                 Identify what you want.  Before complaining, decide what is that you want.  Do you want to just convey your feelings? 
vii)               Do you want monetary compensation? Do you want a service to be rendered? 
viii)              Address the letter to the right person. 
ix)                 Mention the person’s designation properly. 
x)                  Collect the correct address from Telephone directory or any other source. 
xi)                 Do not defame a person or an organization against whom you are complaining. Attacking person’s character makes him less willing to help you. 
xii)               End the letter politely.  If you set deadline or give an ultimatum make    sure that it is fair.  It should be reasonable. 
xiii)              Enclose copies (not originals) to support your case. 
xiv)             Keep a copy for your record. 
xv)               Pursue the matter to its logical end. 
xvi)             Have patience. 
3.6
Monitoring of Complaints brought to the Commission: 
  
(i)
The Commission will keep a record of consumer complaints brought to it and the result thereof. 
  
(ii)
The Commission may arrange for publication of this data. 
  
(iii)
The Commission may take notice of its record of consumer complaints in any proceeding including but not limited to proceedings relating to tariffs. 
  
     

 By Order of the Commission 
                                        Secretary 
  

1 From KERC News Letter Consumer Power- Jan,2002





