HIMACHAL PRADESH ELECTRICITY REGULATORY COMMISSION 
SHIMLA-171 002 
  
  
No. HPERC/ 010/2002



Dated: 8th  February, 2002 
  
ORDER 
  
In exercise of the powers conferred on it by Sub-Section (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 Himachal Pradesh Electricity Regulatory Commission hereby approves the Complaint Handling Mechanism and Procedure to be adopted by Himachal Pradesh State Electricity Board with effect from 1.02.2002 for establishing violations relating to Standards and Benchmarks as envisaged in its Tariff Order for 2001-02 and orders that the intimation of the same together with the gist of  Standards and Benchmarks already approved by the Commission be published in English and Hindi versions in the leading newspapers (both English and Hindi). The Commission further orders that this be put on the website of HPSEB, copies made available up to the level of J.E.s in-charge of Sections in the operation wings and Deputy Commissioners of all Districts in HP for further distribution up to Panchayat/Blocks Samitis and be given wide publicity through Electronic Media.  
  
By Order of Commission   
Secretary 
  
  
This COMPLAINT HANDLING MECHANISM AND PROCEDURE for establishing violations relating to Standards and Benchmarks approved by the Himachal Pradesh Electricity Regulatory Commission in its tariff order dated 29th October, 2001 is to be adopted by the Himachal Pradesh State Electricity Board with effect from February 1, 2002. 
1.0              Nature of Complaints: 
The consumer complaints are categorized under the following heads: 
I.          Interruption/ failure of Power Supply 
II.        Voltage complaints 
III.     Metering Problems including Meter shifting 
IV.     Charges/ Payments (Billing Problems) 
V.       Reconnection of Power supply to the Consumer 
VI.     New Connections/Extensions in Load 
VII.  Notice of supply interruptions. 
VIII.         Appointments 
2.0              Procedure for Lodging of Complaints 
The complaints for interruption/failure of power supply and low/high voltage can be lodged either in writing or on telephone, wherever telephonic facilities are available, in the Complaint Centres/Section Offices/Sub-Division Offices of the Board as per nature of the complaint giving the complete name, address, consumer account number along with brief description of problems faced. Each complaint centre shall maintain a Complaint Register as per Form-I. 
Complaints in respect of other problems shall be lodged by the consumers in the Sub-Division Office/Division Office/Circle Office/C.E.’s Office as detailed here in after. The forms for all types of complaints will be available in the Complaint Centres/Section Offices/Sub-Division Offices and will be issued on demand free of cost.  The complaint can be lodged on the relevant form and handed over to officer/official of Complaint Centre/Section Office/Sub Division Office.  The receipt of the complaint will be acknowledged by the officer/official, who will also register the complaint and intimate the complaint number in every case. The complaint will be redressed within the prescribed maximum period and consumer intimated by the concerned J.E./S.D.O./ Sr.Executive Engineer accordingly. 
2.1              Where to Lodge Complaint 
In the towns & cities and major industrial areas, one or two Complaint Centres exist depending upon the area of distribution and density of consumers served by the Complaint Centre. These Complaint Centres are generally maintained in three shifts of eight hours each i.e. morning, evening and night. 
In the rural areas, the Complaint Centres are located at section headquarters. In addition, “Beat Centres” have been created which, besides other activities, have also been assigned the responsibility of attending to the consumer complaints. The Complaint Centres in the rural areas are manned during the day shift only, i.e. between 09:00 Hours to 17:00 Hours. 
In the event of non-response or inadequate response by Primary Responsibility Centre of the Board within the time period for rendering the service, the consumer may lodge complaint with the next higher authority. All the periods/timings for the complaints lodged with higher authorities will be reckoned from time of registration of the complaint i.e. complaint lodged between 10:00 Hours to 16:00 Hours only. The complaints lodged after 16:00 Hours will be carried over to the next day, if the same cannot be attended to on the same day itself. 
In order to properly educate the consumers about the procedure and places to lodge complaints of various nature, the names of the staff, their contact numbers, address of Complaint Centres/Section Office/Sub Division Office and contact address/telephone number of concerned Sr. Executive Engineer/ Superintending Engineer/Chief Engineer, who should be approached in case of delay in the redressal of complaint will be notified as under: 
a.                   By display on notice boards outside all the Complaint Centres/Section Offices/Sub-Division Offices/Division Offices. 
b.                   Printed/stamped on the energy bills. 
c.                   Through Press. 
3.0              General Guidelines to Consumers 
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 a person’s character makes him less willing to help you. 
xii)               End the letter politely.  If you set a 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. 

4.0.     Time Limit for Rectification and Resumption of Service
A summary of maximum time limits for rendering service to the consumers in LT/HT categories, nature of complaint/type of service is given in Table 4.1 below. In case the complaint is not redressed within the stipulated period, the consumer shall be entitled for token compensation to be paid for the established violation as indicated in Col.(4) of Table 4.1 below. The maximum response time for the purpose of establishing the violation shall be reckoned from the time/date of first complaint by the consumer. 
TABLE 4.1 
	S. No 
	Nature of Service 
	Approved Performance Level 
(Maximum Time) 
	Token 
Compensation 
in case of 
established violation 

	1 
	2 
	3 
	4 

	A. 
	Electricity Distribution– Guaranteed Standards in Operation 

	1. 
	Responding to mains fuse failure. 
i)                    Cities and Towns 
a)      Complaints received between 9AM to 9PM 
b)      Complaints received between 9PM to 9AM 
ii)                   Rural Areas 
  Complaints received any time during the day 
	  
  
Within 6 hours 
  
Within 12 hours 
  
Within 24 hours 
	  
  
Rs. 10/- 
  
Rs. 10/- 
  
Rs. 10/- 

	2. 
	Restoring Supply after a fault. 
	Within 24 hours 
	Rs. 20/- per affected consumer 

	  
  
	Note: 
1. Actual time limit for restoration of supply shall depend on the extent of damage/ breakdown of lines/ substation equipment etc. However, such complaints shall be attended to immediately on priority and supply restored in the minimum possible period. 
2. Where an alternate source is available, supply shall be restored within the shortest possible period from such source. 

	3. 
	Estimating charges for new and additional Supply and issue of Demand Notice to the Consumer. 
i)                    Cities and Towns 
ii)                   Rural Areas 
	  
  
  
Within 3 weeks 
Within 4 weeks 
	  
  
  
Rs. 10/- 
Rs. 10/- 

	4. 
	Notice of Supply interruption 
(11kV & above) 
i)   Cities and Towns 
  
 ii)   Rural Areas 
  
	  
  
24 hrs notice in advance through local media/Press. 
By written notice to be displayed 24 hrs in advance in the local Board’s office. 
	  
  
NIL 
  
NIL 

	5. 
	Investigation of voltage complaints and reply to the consumer. 
	Within 4 weeks of receipt of complaint 
	Rs. 10/- 

	B. 
	Electricity Supply – Guaranteed Standards 

	1. 
  
	Provision of Supply and Meter after the deposit of charges by the consumer and compliance of other conditions stipulated in the Demand Notice. 
i) Small and Medium Industrial/ Agriculture Supply connections on LT 
ii) Domestic/ Commercial/ NDNC     supply                      
iii)  HT consumers: 
HT connections and others    not    covered under (i) and (ii) above: 
  
	  
  
3 months 
  
1 month 
  
As may be decided by C.E.(Op) concerned in view of work involved in each case. However, where the time taken is more than a year, the Commission shall be informed with reasons. 
	  
  
  
Rs. 100/- 
  
Rs. 100/- 
  
Rs. 100/- 

	  
	Note: 
1. Time period specified at (i) to (iii) above is maximum and connections may be released in a minimum possible time as per the availability of funds & materials. 
2. In view of the time period specified above the concerned Board Officers shall ensure that in the case of expected non-availability of funds/ materials the matter is taken up with the higher authorities well in time. 

	2. 
  
  
  
	Responding to meter problems including shifting of meter after due payment. 
i)   Cities and Towns 
ii)  Rural Areas 
	  
  
Within two weeks 
Within three weeks 
	  
  
Rs. 10/- 
Rs. 10/- 

	3. 
	Responding to Consumer’s query regarding charges/ payment. 
	A substantive reply shall be furnished within four weeks. 
	Rs. 10/- 
  

	C. 
	Electricity Supply – Overall standards in Operation 

	1. 
	Reconnection of consumers disconnected for non-payment. 
	Within 24 hours of the payment of bills. 
	Rs. 10/- 
  

	D. 
	General 
	  

	  
  
	i) Making and keeping Regular Appointments. 
a)   At Sub-divisional Level 
b)   At Divisional Level 
c)   At Circle Level 
d)   At C. E. Level 
	  
  
Twice a week 
Once a week 
Once a fortnight 
Once a month 
	  
  
NIL 
NIL 
NIL 
NIL 

	  
	Note: 
i) Days and time of appointments should be notified by the Board on uniform basis for all offices throughout the State. 
ii) Days and time of appointment shall be displayed outside the room of the Officer concerned and also printed on the backside of the bills. 

	  
	ii) Making and keeping Special Appointments 
  
	Such appointments may be had at the above levels at the specific request of any consumer. 
	Rs. 10/- 


  
5.1       Main Fuse Failure/Supply Interruption. 
In case of failure or interruption of power supply, the complaint shall be lodged in The Complaint Centre of the area or any centralized Complaint Centre giving the details of name, address, consumer account number and brief description of the complaint. The complaint can be lodged either in writing or over the telephone, wherever telephone facilities are available. The operator on duty at the Complaint Centre shall register the complaint and intimate a complaint number in every case. 
The following actions shall be taken immediately thereafter: 
i)               Operator on duty shall assign the complaint to the field staff, along with Form-VIIIA, whose names shall be entered in the Complaint Register in the appropriate column with clear instructions to attend to the complaint within the stipulated time reckoned from the time of registration of the complaint. 
ii)              The Line Staff after restoring the supply shall record compliance in the Complaint Register in the appropriate column and hand over the Form-VIIIA to the authorized person/J.E.  The exact time of restoration of supply shall be entered in the Register. 
iii)            If the supply could not be restored within stipulated period the matter shall be brought to the notice of J.E. in charge of the Section. 
iv)            J.E. would take immediate steps to ensure that the supply is restored in the shortest possible time and also report to his S.D.O. the reasons for delay in restoration of supply.  If the supply remains still interrupted the matter shall be brought to the notice of S.D.O. who shall ensure that the supply is restored immediately without any further loss of time. 
v)             In case the complaint is not rectified within 24 hours in urban area/48 hours in rural area, the complainant consumer may lodge the complaint either in writing in Form-II or on telephone to S.D.O., who would take immediate action for the restoration of supply. 
vi)            S.D.O. shall investigate the reasons for delay in attending to the complaint beyond the stipulated period, with a view to fix the responsibility, and submit his investigation report in Form-VIIIA to the Sr. Executive Engineer, within 30 days of lodging the complaint, by associating the complainant consumer in the investigation. 
vii)          S.D.O./Sr. Ex. Engineer shall suo moto maintain the compliance of the procedure and the guaranteed standard in respect of Main Fuse Failure/Supply Interruption. 
The procedure for lodging the complaint is indicated in Table 5.1 below: 
TABLE: 5.1 
	  
Sr.No 
  
(1) 
	  
Nature of complaint 
  
(2) 
	  
Where to lodge complaint 
(3) 
	Officer responsible to attend 
(4) 
	Next higher level for complaint 
(5) 

	1. 
	Mains Fuse failure 
	Complaint Centre 
	Junior Engineer or authorised technical staff 
	Sub-Divisional Officer 

	2. 
	Restoring supply after a fault 
	Complaint Centre 
	Junior Engineer or authorised technical staff 
	Sub-Divisional Officer 


5.2              Voltage complaints 
In case of low/ high voltage of power supply, the complaint shall be lodged in the Complaint Centre of the area or any centralized Complaint Centre giving the details of name, address, consumer account number and brief description of the complaint. The complaint can be lodged either in writing or over the telephone, wherever telephone facilities are available. The operator on duty at the Complaint Centre shall register the complaint and intimate a complaint number in every case.  The voltage complaints if lodged directly with the Sub-Divisional/Divisional Office shall be entered in the appropriate register and written acknowledgement sent to the complainant consumer.  The complaints received in the higher office shall also be passed over to the lower office of Section and Sub-Division, so entered and acknowledged.  
The voltage complaints shall generally fall in the following headings: 
i)   On account of transformer fuse failure 
ii)  On account of loose jumper(s) 
iii) Load imbalance on distribution transformer 
iv) Transformer tap setting 
v)  System constraints 
The voltage complaint shall be investigated and attended by the concerned field staff within 24 hours of lodging of complaint. If the field staff is not able to solve the problem the matter shall be reported to the J.E., who shall take following action: - 
i)           J.E. shall investigate the complaints of low/high voltage with the help of appropriate instruments viz. Voltmeter, recording type voltmeter, during off peak and peak hours and appropriate action taken to solve the problem, if possible, by replacement of HT fuse/ balancing of load, re-setting of tap switch, reorganization of LT system etc. etc. 
ii)           Where none of the above is possible or the problem is beyond the control of the J.E. in charge, he shall report the matter to his S.D.O. within 7 days of the date of complaint giving the reasons for not being able to solve the problem at his level, and if it requires augmentation of the system. 
iii)                 S.D.O. will study the report of J.E. and explore the possibility of connecting the affected system through alternative transformer/feeders through other sections, relocation of transformer etc. and submit the report to the Sr. Executive Engineer. 
iv)                 The Sr. Executive Engineer will examine the matter at his level with reference to the working programme, budget and overall priorities. 
v)          A substantive reply to the complainant consumer then shall be furnished within the stipulated period reckoned from the date of his complaint.  The reply must discuss whether the complaint has been removed or shall be removed giving time frame and the availability of material and funds etc. 
vi)                 Where the reply is not sent within the stipulated period the matter shall be investigated by the S.E., with a view to fix the responsibility, and submit his report to the C.E. in Form-VIIIB, by associating the consumer in investigation within 60 days of lodging the complaint. 
vii)               The S.D.O./Sr. Executive Engineer/S.E. suo moto shall monitor the compliance with regard to the guaranteed standards in voltage complaints and the cases of delay in sending substantive replies to the complainant consumer. 
The procedure for lodging the complaint is indicated in Table 5.2 below:- 
TABLE: 5.2 
	  
Sr.No. 
(1) 
	  
Nature of complaint 
  
(2) 
	Where to lodge complaint 
(3) 
	Officer responsible to attend 
(4) 
	Next higher level for complaint & Reply to complainant 
(5) 

	1 
	Low/High voltage not requiring system augmentation 
	Complaint Centre 
	Junior Engineer 
	Sub-Divisional Officer 

	2 
	Low Voltage requiring system augmentation 
	Sub-Division 
	S.D.O. 
	Sr. Executive Engineer 


  
  
5.3              Metering problems including meter shifting 
The complaint regarding any meter problem viz. defective, dead-stop, slow or fast meters, shifting of meter from one place to another, shall be made in Form-III in the office of the S.D.O. concerned, who would also maintain the necessary Complaint Register for this purpose. Complaint number shall be allotted in the register as well as intimated to the complainant consumer. Following actions shall be taken immediately: 
i)
Meter complaint shall be investigated personally by the J.E. in-charge of the Section who shall estimate the charges, if payable by the consumer. Demand notice shall be sent by Registered A.D. letter by the S.D.O.  to the consumer giving him not less than 7 days’ time to make the payment. 
ii)
If the meter accuracy is challenged by the consumer and the challenge-fees paid by him, the meter shall be test checked at site through a series meter or removed through MCO by the S.D.O. and sent to nearest M&T Lab for test and report within 15 days. 
iii)
After the payment is made by the complainant consumer, the job of shifting of the meter or replacement of the meter shall be executed within the stipulated time by the J.E..  The time shall be reckoned from the date of payment of the requisite charges by the complainant consumer, wherever payable. 
iv)
If the complaint is not attended within the stipulated period, the matter shall be brought to the notice of Sr. Executive Engineer who shall take immediate steps to ensure that the complaint is attended without any further loss of time. 
v)
S.D.O./Sr. Ex. Engineer shall suo moto monitor the compliance of all meters changed, meters tested, meters shifted, sundry job orders etc. 
vi)
Sr. Executive Engineer shall investigate the reasons for delay in attending to the consumer complaint beyond the stipulated period, with a view to fix the responsibility, and submit his investigation report in Form-VIIIC to the S.E., within a period of 45 days of lodging the complaint, by associating the complainant-consumer in the investigation.  
The procedure for lodging the complaint is indicated in Table 5.3 below:- 
TABLE: 5.3 
	  
Sr. No. 
(1) 
	  
Nature of complaint 
  
(2) 
	Where to lodge complaint 
(3) 
	Officer responsible to attend 
(4) 
	Next higher level for complaint 
(5) 

	1. 
	Responding to meter problems including shifting of meter after due payment 
	Sub-division 
	S.D.O. 
	Sr. Executive Engineer 


  
5.4              Charges /Payment (Billing Problems) 
The complaint in respect of charges/payments shall be lodged by the consumer or his authorized representative in writing in Form-III with the officer concerned as indicated in Col.(3) of Table 5.4 below. 
The consumers’ queries regarding charges/payment shall be responded to immediately and technical corrections made on the spot. However, in case of non-technical and financial & accounting queries in respect of the consumers, other than the large supply consumers, the complaint shall be registered in the Sub Division in the appropriate register and the complaint number allotted to the consumer with written intimation to him. The consumer’s queries in respect of large supply shall be registered in the Circle Office in a similar register and in a similar manner.  Following actions shall be taken immediately: 
i)           The queries of LT consumers shall be investigated by the S.D.O. and that of HT consumers by the Sr. Executive Engineer(Comm.) of the concerned circle, personally with reference to  all the available record and  a substantive reply together with  relief, if any,  furnished to the consumer within the stipulated  four weeks’  period reckoned  from the date of the query. 
ii)         If the substantive reply is not given within the stipulated period, the matter shall be investigated by the next higher authority i.e. Sr. Executive Engineer, in case of S.D.O. and S.E., in case of Sr. Executive Engineer (Comm.), with a view to fix the responsibility, who shall submit the report in Form-VIIID to the Sr. Executive Engineer/C.E.  by associating  the consumer in  the investigation. 
iii)        S.D.O./Sr. Ex. Engineer/S.E./C.E. shall suo moto monitor the compliance of guaranteed standards. 
The procedure for lodging the complaint is indicated Table 5.4 below:- 

TABLE: 5.4 
	  
Sr.No. 
  
(1) 
	Category of consumer 
  
  
(2) 
	  
Where to lodge complaint 
(3) 
	Next higher level for complaint & reply to the consumer

(4) 

	1 
	All categories of consumers with connected load less then 100KW and Bulk Supply & WPS consumers 
	S.D.O. 
	Sr. Executive Engineer 

	2 
	Rest of the consumers 
	Sr.Executive Engineer (Commercial) Operation Circle 
	Superintending Engineer 


5.5              Reconnection of Power Supply To Consumers 
Reconnection of power supply to the consumer, disconnected for non-payment/default in payment of the electricity dues, shall be made within 24 hours of receipt of the full payment. 
For this purpose it would be essential to record the time of payment in the R.C.O. The following action shall be immediately taken thereafter: 
i)                    Immediately after the payment is made, the cashier shall advise the Sr. Assistant (Com.) as to the time, date and receipt No. of payment. 
ii)                  Sr. Assistant (Com.) shall then issue the reconnection order and hand over it to the J.E. in-charge of the concerned Section within one hour of the receipt of advice from the cashier in case of urban areas. For rural areas the orders shall be communicated on telephone to the concerned J.E.. 
iii)                 J.E. shall give the reconnection order (R.C.O.) to the concerned field staff with clear instructions to reconnect the supply and report compliance within the shortest possible time but before the day is over. 
iv)                Where the supply is not reconnected within 24 hours of receipt of the full payment, the matter shall be brought to the notice of the S.D.O., who shall arrange for immediate restoration of supply, investigate the matter at his personal level with a view to fix the responsibility and submit the report on Form-VIIIE to the Sr. Executive Engineer within 15 days of receipt of the full payment by associating the consumer in investigation. 
v)                  S.D.O./Sr. Ex. Engineer shall suo moto monitor the compliance with the Guaranteed Standards and Benchmarks in respect of the reconnection of supply within the stipulated period. 
The procedure for lodging the complaint is indicated in Table 5.5 below: 
TABLE: 5.5 
	Sr.No. 
	Nature of Complaint 
	Where to lodge Complaint 
	Next higher level for complaint 

	(1) 
	(2) 
	(3) 
	(4) 

	1. 
	Reconnection of power supply to the consumer disconnected for non-payment/default in payment. 
	S.D.O. 
	Sr. Executive Engineer 


5.6              New Connection / Extension In Load 
5.6.1        Estimating Charges for new and additional supply. 
As soon as the application on the prescribed form as per the Sales Manual is received in the Sub Division for provision of supply or additional supply, the Senior Assistant (Com.) shall take the following actions: 
(a)         Complete details of the prospective consumer, as well as the load applied for, shall be furnished to the J.E. in charge of the Section for submitting the estimate/report for provision of supply in respect of general services and LT connections with connected load up to 20 kW. For loads between 21 – 50 kW the S.D.O., for loads between 51 – 100 KW the Sr. Executive Engineer, and for loads above 100 KW the S.E., shall visit the site, assess the maximum demand of the prospective consumer, propose the works to be erected for providing the supply in accordance with the distribution policy of the HPSEB and submit the estimate to the competent authority for sanction within 7 days. In case of HT supply with load above 100 KW, the S.E. shall be responsible for making commercial assessment of the case and take further action as required. 
(b)         The S.D.O. shall issue the Demand Notice within the stipulated period, reckoned from the date of receipt of the application in the Sub Division.  For supplies with connected load of more than 50 KW the estimate shall be submitted to the Sr. Ex. Engineer who shall return the estimate duly sanctioned to the S.D.O. within 7 days.  Sanctions for the estimates for HT supplies with load above 100 KW shall be obtained through personal follow up from the competent authority as per provision of Sales Manual, and returned to the concerned S.D.O. for issue of Demand Notice. 
(c)         S.D.O. in charge of the Sub Division shall issue the Demand Notice within the stipulated period reckoned from the date of the receipt of the application in the Sub Division. 
(d)         In case the Demand Notice is not received by the prospective consumer within 30 days of the date of application, he may lodge a complaint on Form-IV with the officer indicated in Col.(3) of Table 5.6 below. The concerned officer shall take an immediate action to ensure that the Demand Notice is issued. However, if the Demand Notice is not received by the prospective consumer within 45 days of the date of application, he may lodge complaint on Form-V with the officer indicated in Col.(4) of Table 5.6 below, who shall acknowledge the complaint and take necessary action in the matter without further loss of time. 
(e)         The S.D.O./Sr. Executive Engineer/S.E./C.E. shall investigate the delays in furnishing the estimate to the prospective consumer beyond the stipulated period with a view to fix the responsibility and submit the report on Form-VIIIF to the next higher officer within 30 days by associating the prospective consumer in the investigation. 
(f)          S.D.O./Sr. Ex. Engineer/S.E. shall suo moto monitor the compliance of the procedure and the Guaranteed Standards in respect of estimating charges for new and additional supply. 
5.6.2        Provision of supply and meter after deposit of charges 
As soon as the payment is received in the Sub Division and the codal formalities completed by the prospective consumer, the S.D.O. in charge of the Sub Division shall issue Service Connection Order (S.C.O.) with clear instructions to complete the job as per the sanctioned estimate and provide the meter within the stipulated period. Following actions shall be taken to ensure the compliance with the Guaranteed Standards: 
i)          J.E. in-charge of the Section shall take all possible steps to complete the work, provide the supply and the meter within the stipulated period. 
ii)                   In case of shortage of material in the store, the J.E. will immediately bring the matter to the notice of S.D.O. as well as the Sr. Executive Engineer. 
iii)                 S.D.O./ Sr. Executive Engineer shall make arrangements for material but if there is still shortage on account of factors beyond their control, the matter shall be brought to the notice of S.E./C.E. in writing without any further loss of time. The shortage of material should be brought to the notice of the C.E. and the Board by the concerned S.E. and the C.E. respectively, through DO letters also. 
iv)                 In any case the supply and meter should be provided within the stipulated period by making all out efforts. 
v)                  If the supply & the meter are not provided within the stipulated period, the prospective consumer may lodge a complaint in Form-IV with the officer, indicated in Col.(3) of Table 5.6 below, who should take immediate action to provide supply and meter. However, even after 15 days of lodging the complaint, the prospective consumer does not receive the supply and meter, he may lodge the complaint (in Form-V) with the next higher authority indicated in Col.(4) of Table 5.6, who would ensure that supply & meter are  provided to the consumer without any further loss of time. 
vi)                 In case of delay in providing the supply and meter beyond the stipulated period, the matter shall be investigated by S.D.O. in respect of loads below 20 KW, Sr. Executive Engineer between 21 to 50 KW, S.E. between 51 KW to 100 KW and C.E. above 100KW, with a view to fix the responsibility, and submit the report in Form-VIIIG to his next higher officer within 30 days by associating the prospective consumer in the investigation. 
vii)               In respect of HT connections and others not covered under domestic, NDNC, commercial, small & medium industrial and agricultural supply connections, the C.E. shall determine the time to be taken, depending upon the work involved, which would in any case be not more than one year. However, where the estimated time is more than one year the C.E. shall record reasons in writing. The estimated time shall be indicated by the competent authority while sanctioning the estimate and included in the Demand Notice as one of the terms and conditions for providing the supply. 
viii)               In any case, provision of supply and meters must be made within the period so decided by the C.E. and stipulated in the Demand Notice to the prospective consumer. 
ix)                 The C.E. shall suo moto monitor the position with regard to the material and the funds and take up the matter with the Board well in time. 
x)                  S.D.O./Sr. Ex. Engineer/S.E./C.E./Board shall suo moto monitor the position of materials to ensure strict compliance with the Guaranteed Standards. 
xi)                 In such cases where the provision of supply and meter in respect of HT connections and others not covered under domestic, NDNC, commercial, small & medium industrial and agricultural supply connections is not made within one year of deposit of estimated charges, the Board shall send a detailed report to the Commission giving the reasons for delay in release of connection to the consumers. 
TABLE: 5.6 
	Sr. No. 
(1) 
	Nature of Complaint 
  
(2) 
	Where to lodge Complaint 
(3) 
	Next higher level for Complaint 
(4) 

	1. 
	Estimating charges for new and additional supply 
	  
	  

	  
	(a)    For Connected Load up to 50KW 
	S.D.O. 
	Sr.Ex. Engineer 

	  
	(b)    For Connected Load between 51KW – 100KW 
	Sr.Ex. Engineer 
	S.E. 

	  
	(c)    For Connected Load above 100KW 
	S.E. 
	C.E. 

	2. 
	Provision of Supply and Meter after deposit of charges 
	  
	  

	  
	(a)    For Connected Load up to 50KW 
	S.D.O. 
	Sr.Ex. Engineer 

	  
	(b)    For Connected Load between 51KW – 100KW 
	Sr.Ex. Engineer 
	S.E. 

	  
	(c)    For Connected Load above 100KW 
	S.E. 
	C.E. 


5.7              Notice for Supply Interruption (11 kV & above) 
The notice for planned interruption in power supply (11 kV & above) shall be given as under: 
i)                    Cities & Town24 Hours notice in advance through local media/press 
ii) Rural Areas 24 Hours in advance, by written notice to be displayed in local Board’s Office.

If such notice of interruption of power supply (11 kV & above) is not given, the consumers may lodge the complaint with the officer as indicated in Table 5.7 below. The concerned officer shall investigate the matter within 30 days of lodging the complaint and apprise the consumer under intimation to higher officer the circumstances under which such notice could not be given. 
TABLE: 5.7 
	Sr. No. 
(1) 
	Area 
(2) 
	Where to lodge Complaint 
(3) 

	1. 
	Cities & Towns 
	Ex. Engineer 

	2. 
	Rural Areas 
	S.D.O. 


  
5.8              Making and Keeping Regular/Special Appointments. 
Regular and the special appointments are important channels of communication and expeditious redressal of the consumers’ grievances and are essential for Consumer/Board interface. 
5.8.1        Regular Appointments 
 The following schedule shall be observed for keeping regular appointments: 
  
	i)    At Sub-divisional Level 
	Twice a week 

	ii)   At Divisional Level 
	Once a week 

	iii)  At Circle Level 
	Once a fortnight 

	iv)  At C. E. Level 
	Once a month 


 5.8.2        Special Appointments 
i)               Special Appointments with the above officers can be had in advance when the appointment mutually convenient to each other shall be confirmed and appointment number assigned. Details of such appointment shall be maintained in a register as per Form-VI. 
ii)              If the appointment is not kept due to failure on the part of the appointee-consumer, a polite letter may be sent to the consumer informing him that the officer, with whom the appointment was made, had to keep waiting in his office. 
iii)            If the appointment is not kept due to failure on the part of the officer, the appointee may lodge the complaint in Form-VII with the next higher authority who shall register the complaint, and assign it a number under intimation to the appointee. 
iv)            The next higher officer shall investigate the matter and submit his report on Form-VIIIH to his next higher officer. 
  
The procedure for lodging the complaint for not keeping appointments is given in Table 5.8 below. 
TABLE: 5.8 
	  
Nature of Complaint 
(1) 
	Where to lodge complaint 
(2) 
	Next Higher level for complaint 
(3) 

	Not keeping the appointment/Special Appointment by the officer who had fixed the appointment. 
	  
	  

	i)    At Sub-divisional Level 
	Sr. Ex. Engineer 
	S.E. 

	ii)   At Divisional Level 
	S.E. 
	C.E. 

	iii)  At Circle Level 
	C.E. 
	Board 

	iv)  At C. E. Level 
	Board 
	Board 


Power to Impose Penalty 
In case the violation is established, the authority indicated in Table 6.1 below, will be empowered to impose penalty and recover it from the erring officer/official. 
  
 TABLE 6.1 
	Sr.No. 
	Nature of Service 
	Investigating 
Officer. 
	Report on prescribed Form 
	Authority competent to impose penalty in case of violation. 

	(1) 
	(2) 
	(3) 
	(4) 
	(5) 

	1. 
	Interruption/Failure of Power Supply 
(i)  Main Fuse Failure 
(ii) Restoring supply after a fault 
	  
S.D.O. 
S.D.O. 
	  
VIIIA 
VIIIA 
	  
Sr.Ex.Engr. 
Sr.Ex.Engr. 

	2. 
	Voltage Problem 
	S.E. 
	VIIIB 
	C.E. 

	3. 
	Metering Problem including Meter Supply 
	Sr.Ex.Engr 
	VIIIC 
	S.E. 

	4. 
	Charges & Payments 
(Billing Problems) 
   a) All categories of consumers with connected load less than100KW and Bulk Supply & WPS Consumers. 
    b) Rest of consumers 
	  
  
Sr.Ex.Engr. 
  
  
S.E. 
	  
  
VIIID 
  
  
VIIID 
	  
  
S.E. 
  
  
C.E. 

	5. 
  
	Reconnection of Power Supply to the Consumers 
	S.D.O. 
	VIIIE 
	Sr.Ex.Engr. 

	6 
	New Connection and Extension in load. 
  i) Estimating charges for new and additional supply. 
(a)         For Loads up to 20kW 
(b)         For loads from 21kW to 50 kW 
(c)         For loads from 51kW to 100 kW 
(d)         For loads above 100 kW 
  ii) Provision of supply & meter after deposit of charges. 
(a)         For Loads up to 20kW 
(b)         For loads from 21kW to 50 kW 
(c)         For loads from 51kW to 100 kW 
(d)         For loads above 100 kW 
	  
  
  
S.D.O. 
Sr.Ex.Eng. 
S.E. 
  
C.E. 
  
  
S.D.O. 
Sr.Ex.Eng. 
S.E. 
  
C.E. 
	  
  
  
VIIIF 
VIIIF 
VIIIF 
  
VIIIF 
  
  
VIIIG 
VIIIG 
VIIIG 
  
VIIIG 
	  
  
  
Sr.Ex.Eng. 
S.E. 
C.E. 
  
Board 
  
  
Sr.Ex.Eng. 
S.E. 
C.E. 
  
Board 

	7. 
	Making & Keeping Special Appointments: 
i)  At S.D.O. level 
ii) At Sr.Ex.Engr. level 
iii)At S.E.level. 
iv)At C.E.level 
	  
  
Sr.Ex.Engr. 
S.E. 
C.E. 
Board 
	  
  
VIIIH 
VIIIH 
VIIIH 
VIIIH 
	  
  
S.E. 
C.E. 
Board 
Board 


Payment of Token Compensation

The payment of token compensation will be made to the complainant-consumer by the S.D.O. concerned in a manner that may be specified by the Board, within 30 days of fixing the responsibility. Regardless of whether the violation is attributable to the reason beyond the control of concerned J.E./S.D.O./Sr. Executive Engineer/S.E./C.E. the token compensation has to be paid to the complainant-consumer except under force majeure conditions. 
Appellate Authority 
The Appellate Authority shall look into all the complaints/appeals except for disputes arising out of wrong billing.  The disputes in this regard shall fall in the purview of the “Dispute Settlement Committees” for which separate notification has been issued by the Board.  
If the complainant is not satisfied with the decision of the officers indicated in Col. (5) of Table 5.1 to 5.3, Col.(4) of Tables 5.4 to 5.6 and Col. (3) of Table 5.7 to 5.8 in section 5.0, he/she may prefer an appeal before the Appellate Authority within 30 days from the date of such order/decision in Form-IX.  The appeal shall be filed in duplicate along with a self-addressed envelope for issue of notice to the complainant for appearance before the Appellate Authority. The constitution of the Appellate Authority will be as under:- 
	   1. 
	Chief Engineer (Op) of the concerned Zone. 
	Chairman 

	2. 
	S.E. (Works) of the concerned C.E. 
	Member 

	3. 
	Superintending Engineer (Op) other than concerned Circle 
	Member 


However, in such cases where the appeal is to be filed for not keeping the appointment at the C.E. level and also delay in release of connection for non-availability of material for reasons attributable to C.E., the Appellate Authority shall be the “Board’s Management”.  The Appellate Authority shall redress the complaint within 30 days of filing the appeal.  The award of Appellate Authority shall be final and binding.  This does not, however, estop the consumer from seeking any further relief from appropriate Court of Law. 
Complaint before HPERC 
It is obligatory on part of the Board to respond and resolve to the consumer’s complaints timely and effectively.  However, if the consumer is not satisfied with the action taken by the Board, he may make an application to the Himachal Pradesh Electricity Regulatory Commission in accordance with the procedure prescribed in the Commission’s Complaint Handling Procedure notified on 8th February, 2002. 
Review and Monitoring 
In order to ensure implementation of this procedure, the following monitoring system shall be adopted: 
i)   The Consumer Complaint Register shall be maintained by the above-designated offices in the prescribed Form-I and available for inspection by anyone. 
ii) Every S.D.O/Sr. Executive Engineer shall review the register once in a fortnight and initial the register in token of having reviewed it. 
iii)            Every inspecting officer shall review the register during inspection and append his signature in token of having inspected it. 
iv)            The Sr. Executive Engineer shall submit a monthly report for complaints received/redressed during the month in Form-X to the S.E./C.E. . 
v)       There shall be a separate Cell under Sr. Ex. Engineer (Commercial) in S.E.’s Office and under S.E.(W) in C.E.’s Office, for monitoring and recording of complaints for follow up. 
vi)            The time limit prescribed for attending to each type of complaint as indicated earlier, shall be strictly adhered to.  Wherever any complaint refers to more than one type of grievance, the designated officer shall attend to the complaint pertaining to him and also send a copy of the complaint to the other concerned officer(s) for redressal by the fastest means. 
vii)          Where the complaints referred to are not redressed in time by the designated office, the same shall be reported to the Sr. Executive Engineer clearly explaining the reasons for the hold up. Where the redressal of a complaint could not be done, the Sr. Executive Engineer shall report such cases to the Superintending Engineer and Chief Engineer every fortnight. 
viii)         The following documents (both in Hindi and English) shall be available at Primary Responsibility Centres for perusal by the consumers: 
a)                  Abridged Conditions of Supply 
b)                  Complaint Handling Mechanism and Procedure 
c)                  Approved Tariff Schedule 
d)                  Complaint Register 
e)                  Prescribed Forms 
f)                   List of officers with contact numbers for redressal of complaints. 
ix)            Abridged Conditions of Supply, Complaint Handling Mechanism and Procedure, Approved Tariff Schedule, Prescribed Forms shall also be made available on the website of HPSEB. 
Miscellaneous 
1         Exemption 
The Complaint Handling Mechanism and Procedure shall remain suspended during force majeure conditions such as war, mutiny, civil commotion, riots, flood, cyclone, lightning, earthquake, strike and lockout, fire affecting installations and activities or other forces or causes beyond the reasonable control of the Board. 
2          Savings 
Nothing contained in this Complaint Handling Mechanism and Procedure shall affect the rights and privileges of the consumers under any other law for the time being in force, including the Consumer Protection Act, 1986. 
3          Powers to remove difficulties 
If any difficulty arises in giving effect to any of the provisions of this Complaint Handling Mechanism and Procedure, the Commission may, by general or special order, direct the Board to take such suitable action, not being inconsistent with the provision of The Electricity Regulatory Commissions Act, 1998, which appears to it to be necessary or expedient for the purpose of removing the difficulties 
The Himachal Pradesh State Electricity Board may make an application to the Commission and seek suitable orders to remove any difficulty that may arise in the implementation of this Complaint Handling Mechanism and Procedure. 
4          Issue of Orders and Practice Directions 
Subject to the provisions of The ERC Act, 1998 the Commission may from time to time issue Orders and Practice Directions in regard to the implementation of this Complaint Handling Mechanism and Procedure to be followed. 
5          Power to amend 
The Commission may, at any time vary, alter, modify or amend any provision of this Complaint Handling Mechanism and Procedure. 
6         Maintenance of Annual Report 
The Board shall submit Annual Report in Form-XI in respect of the complaints received/redressed during the financial year, by 30th June of the following financial year. 
By order of the Commission Secretary 
FORM-I 
COMPLAINT REGISTER 
        Name of the office: 
        Location: 
        Date: 
	Sl. No. 
  
  
  
  
	Name & address of the Complainant 
  
  
  
	Time of lodging the complaint. 
	Consumer Account No. 
  
  
	Complaint Ref. No.  to be given by HPSEB. 
  
	Nature of complaint 
  
  
  
	Name of the official deputed to attend the complaint. 
  
	Target date time of resolving the complaint 
  
	Date & time of disposal 
  
	Signature of line staff after attending the complaint. 
	Violation established,if any 
	Remarks 
  
  
  
  

	(1) 
	(2) 
	(3) 
	(4) 
	(5) 
	(6) 
	(7) 
	(8) 
	(9) 
	(10) 
	(11) 
	(12) 


  

FORM -II 
FORM FOR LODGING COMPLAINT FOR INTERRUPTION/FAILURE OF POWER SUPPLY/LOW/HIGH VOLTAGE 
To be filled in by Consumer 
Sub-Division _________ 
Section          _________ 
Consumer Account No.                                                                                      Complaint Ref.No._____ 

(To be given by HPSEB) 
  
1.       Name & full address of the consumer 
2.       Brief description of complaint 
  
3.       Date & time of lodging the complaint in the Complaint Centre 
4.       Date of lodging the current complaint 
	


  
5.       Any other information which the               
         consumer intends to add   
  
Signature of the Complainant/Consumer 
Tear off (To be perforated) ………………………………………………………………………………………………………… 
	Date: 


ACKNOWLEDGEMENT TO BE FILLED IN BY THE HPSEB 
 AND HANDED OVER TO THE CONSUMER 
1.       Complaint Ref. No.                   
        (to be given by the HPSEB) 
2.       Applicant’s name                           
3.       Consumer A/C No   
4. Received on date        
 

5.       Complaint received by   
6.       Brief detail of complaint   
 

7.       Target date to resolve the complaint   
  
Signature of Authorised Officer 
Designation: 
SEAL: 

FORM-III 
FORM FOR LODGING COMPLAINT FOR DISCONNECTION AND RECONNECTION OF POWER/PROBLEMS IN METERING / DISCREPANCIES IN BILLS 
To be filled in by Consumer



Sub Division :_________ 



 
Complaint Ref. No._______ 
 (to be given by HPSEB) 
  
 Consumer Account No 
  
	


1.       Name & full address of the complainant   
2.       Brief Description of complaint   
3.       Date of complaint   
4.       Any other information   
  
            Signature of Complainant/Consumer 
Tear off (To be perforated) ………………………………………………………………………………………………………… 
	Date: 


ACKNOWLEDGEMENT TO BE FILLED IN BY THE HPSEB  
AND HANDED OVER TO THE CONSUMER 
1.       Complaint Ref.  No.        
         (to be given by the HPSEB)



2.          Applicant’s name   
3.         Received on date 
4.         Complaint received by 
5.         Brief detail of complaint 
6.         Information supplied/provided to consumer, if any   
 

7.         Target date to resolve the complaint   
Signature of Authorized Officer 
Designation: 
SEAL: 
FORM-IV 
FORM FOR LODGING COMPLAINT FOR DELAY IN ISSUE OF DEMAND NOTICE & RELEASE OF NEW CONNECTION/EXTENSION IN LOAD






To be filled in by Consumer



Sub Division :     ______  
Complaint Ref. No.____ 







(To be given by HPSEB) 
1.       Name of the applicant and address of the premises 
for which power supply has been applied  
2.       Date of application for power supply along 
with documents submitted therewith 
3.       Load and purpose for which 
power supply is required 
4.       Reference of Demand Notice
 issued by HPSEB, where applicable 
5.       Receipt No. and date of depositing the
 charges as per Demand Notice, where applicable 
6.       Details of the complaint 
7.       Date of lodging the complaint 
  
Signature of Applicant 
Tear off (To be perforated) ………………………………………………………………………………………………………… 
ACKNOWLEDGEMENT TO BE FILLED IN BY HPSEB                                                     Dated: 
AND HANDED OVER TO THE APPLICANT. 
1.   Complaint Ref. No.                              
      (to be given by the HPSEB) 
2.       Applicant’s name 
3.       Brief detail of complaint 
4.       Received on date 
5.       Complaint received by 
6.       Deficiency noticed in the application/ 
documents required from the consumer 
7.       Target date to resolve complaint 
Signature of Authorized Officer 
   

Designation: 



SEAL 

FORM –V 
FORM FOR LODGING COMPLAINT WITH NEXT HIGHER AUTHORITY IN CASE OF NON-REDRESSAL BY PRIMARY RESPONSIBILITY CENTRE 
To be filled in by Consumer



                 Sub Division :__________ 
                  Complaint Ref.No. of Primary 
                  Responsibility Centre  :__________ 
  
1.       Name & full address of consumer 
  
2.       Consumer Account No. 
3.       Nature of complaint 
4.       Date of complaint 
5.       Date/Time since the original complaint
 is pending at Primary Responsibility Centre 
6.       Any other information 
  
Signature of consumer 
Tear off (To be perforated)……………………………… ………………………………………………………………………… 
ACKNOWLEDGEMENT TO BE FILLED IN BY HPSEB AND HANDED OVER TO CONSUMER. 
  
1.       Complaint Reference No. of next higher authority 
2.       Name of consumer 
3.       Consumer Account No. 
	Time: 


4.       Received on date: 
5.       Nature of complaint 
  
6.        Target date to resolve the complaint 
  
                                                                                 Signature of Authorized Officer/Official: 
Designation: 
SEAL 
FORM-VI 
APPOINTMENT REGISTER 
  
NAME OF THE OFFICE : 
  
	Sr.No. 
	Date 
	Name & address of person seeking appointment 
	Date & Time of the appointment sought 
	Date and time of appointment given 
	Appointment No. 
	Signature of person seeking appointment after the appointment has taken place 
	Remarks 

	(1) 
	(2) 
	(3) 
	(4) 
	(5) 
	(6) 
	(7) 
	(8) 


FORM-VII 
FORM FOR LODGING COMPLAINT FOR NOT KEEPING SPECIAL APPOINTMENTS 
Appointment No 
(To be given by HPSEB) 
  
To be filled in by Consumer 

  
Consumer Account No. 
1.       Name & full address of the complainant 
2.       Name of office where appointment sought 
3.       Date & time of appointment given 
4.       Brief description of complaint 
5.       Any other information which the consumer intends to add 
  
Signature of the Complainant/Consumer 
 Tear off (To be perforated)……………………………….. ………………………………………………………………………. 
ACKNOWLEDGEMENT TO BE FILLED BY THE HPSEB AND HANDED OVER TO THE COMPLAINANT 
Consumer A/C No.                                                                                                                                        Date: 
	  
	 


 

   6  .   Complaint Ref. No.

(to be given by the HPSEB) 
7.       Applicant’s name 
8.       Received on date 
9.       Complaint received by 
10.   Brief detail of complaint 
11.   Target date to resolve the complaint 
  
Signature of authorized officer 
Designation: 
SEAL: 

FROM–VIIIA 
FORM FOR ATTENDING COMPLAINTS IN RESPECT OF INTERRUPTION OF POWER SUPPLY/FUSE FAILURE AND INVESTIGATION REPORT FOR DELAY 
       Sub Division: __________ 
      Section :         ___________ 
	Consumer A/C No.             


       Dated:             __________ 
                                                                                                                 ComplaintRef.No. __________ 
1.       Name & address of the consumer: 
2.       Nature of the complaint 
  
3.       Acknowledgement of Complaint      : Date   & time 
	


  
4.       Staff deputed to attend the complaint: Date & time 
  
5.       Name & Designation of the official deputed 
6.       Date & time of attending the complaint 
7.       Comments of consumer, if any 
  
Signature of Consumer
   
Signature, Name &
  
 Signature of Line Staff 

Date & Time
Address of witness



2. Complaint registered on:     Date                                                                                         Time 
 3.  Target date to resolve:        Date                                                                                         Time  
4.       Complaint resolved:             Date                                                                                         Time 
                                                                                                                                

                                                                                                                                        Signature of J.E. 
5.       Violation, if any, along with the reasons 
(Attach Investigation Report) 
6.       Remarks/Recommendations of S.D.O. 
  
Signature of the S.D.O. 
FORM VIIIB 
FORM FOR INVESTIGATING DELAY IN FURNISHING REPLY OF VOLTAGE PROBLEM 
Sub Division: ___________ 
Section:          ___________ 
1.  Name & Address of Consumer 
2. Date of Receipt of Complaint 
3. Date of issue of Sundry Job Order issued to 
J.E. for investigating voltage problem 
4. Target date for compliance


Signature of UDC ( C)


  Signature of J.E.
          Signature of S.D.O.

5.       Date of submission of detailed report by J.E.
 (Attach Investigation Report) 
                
     Signature of J.E. 
6. Action proposed by S.D.O. and 
date of submission of his report to
 Sr.Ex. Engineer (Attach Report) 

Signature of S.D.O. 
7. Action proposed by Sr.Ex. Engineer 
(Attach Report) 
8. Target date of issue of substantive reply 
9. Actual date for furnishing reply to the consumer 
Signature of Sr.Ex. Engineer 
10.Violation, if any, along with reasons
 (Attach Investigation Report) 
11.Remarks/Recommendations of S.E. 

Signature of S.E. 
FORM VIIIC 
FORM FOR INVESTIGATING DELAYS IN ATTENDING TO METERING PROBLEMS INCLUDING SHIFTING OF METER




                                                                                     Sub Division: ________ 
Section:          ________ 
1.       Name & Address of Consumer 
2.       Date of receipt of complaint

3.       Date of handing over complaint to J.E.      

4.       Target date for compliance


Signature of UDC( C)
Signature of J.E.      
       Signature of S.D.O.


5.       Investigation report of J.E. 

6.       Consumer’s comments, if any

Signature of Consumer
            Signature of J.E.

7.       No.& date of Demand Notice issued to consumer 
for payment of charges/fees 
8.       Receipt No. & date vide which 
charges/fees deposited by consumer 
9.       Date of issue of M.C.O/Meter Shift 
Order/ Sundry Job Order 
10.   Date of handing over order to J.E 
11.   Target date for compliance

12.   Date of deputing of line staff 
13.   Date of compliance of order by line staff 

Signature of Consumer                  Signature of Line staff

14.   Date of handing over MCO/Meter Shift 
Order/ Sundry Job Order in Sub-Division

15.   Shortage of material, if any

16.   Requisition given in this regard to S.D.O. 
(Please quote Indent No. & Date)

17.   Any other reasons for non-compliance

 
Signature of UDC (C)
               Signature of J.E. 
18.   Date of receipt of complaint

19.   Date of compliance of Order

20.   Target date 
21.   Violation, if any 
22.   Report/Recommendation of S.D.O. 
Signature of  S.D.O 
23.   Report/Recommendation of Sr.Ex. Engineer
 (Attach Investigation Report) 
Signature of Sr.Ex. Engineer 
FORM VIIID 
  
FORM FOR INVESTIGATING DELAYS IN RESOLVING DISCREPANCIES IN ENERGY BILLS 
  
  
Sub Division: ________ 
  
1.       Name & Address of Consumer 
2.       Date of receipt of complaint and initial complaint No. 
3.       Bill No. and date of issue of bill 
4.       Details of grievance and relief sought 
5.       Target date for compliance 
  

.
Signature of S.D.O/ Executive Engineer(Comm.) 
  
6.       Date of resolution of complaint 
7.       Comments of consumer if any during course of investigation 
8.       Violation, if any 
9.       Reason for non-compliance, if any 
  
Signature of S.D.O/ Sr, Executive Engineer(Comm.) 
10.   Remarks/Recommendations of Sr. .Executive Engineer/S.E. 
  
      Signature of Sr Executive Engineer/S.E. 
FORM VIIIE 
FORM FOR INVESTIGATING DELAY IN RECONNECTION OF POWER SUPPLY 
Sub Division: __________ 
Section:          __________ 
1.       Name & Address of Consumer 
2.       Receipt No., date & time of making payment 
3.       Target date & time of reconnection 
4.       Date & time of issue of R.C.O. to J.E. 
5.       Date & time of receipt of R.C.O. by J.E. 
6.       Date  & time of handing over R.C.O. to line staff 
7.       Date & time of restoration of supply 
  
Signature of Consumer
   Signature of Line staff 
  
8.       Violation, if any 
9.       Report/Recommendations of S.D.O. 







Signature of S.D.O. 
FORM VIIIF 
FORM FOR INVESTIGATING DELAY IN FRAMING ESTIMATE/ISSUE OF DEMAND NOTICE 
Sub Division: __________ 
Section:          __________ 
1.       Name & Address of Consumer 
2.       Date of receipt of application from consumer along with 
Receipt No. & date of deposit of ACD & other charges 
3.       Connected Load 
4.       Reference No. of Application Register 
A.   For Loads Up To 20 kW 
1.       Date of handing over application for framing the estimate to J.E. 
2.       Target date for compliance 
3.       Date of framing of estimate and submission to S.D.O. 
4.       Date of sanction of estimate. 
5.       Date of issue of Demand Notice 
6.       Violation, if any 
7.       Reasons for non compliance, if any 
8.       Report/Comments of S.D.O. 
Signature of S.D.O 
B.   For Loads above 20 kW 
1.       Date of visit to site by S.D.O./ Sr. Ex. Engineer/S.E. 
2.       Date of framing the estimate and submission to the competent authority 
3.       Date of sanction of estimate by competent authority 
4.       Date of issue of demand notice 
5.       Violation, if any 
6.       Reasons for non compliance, if any 
7.       Report/Comments of Sr.Ex. Engineer/ S.E. 
Signature of Sr.Ex. Engineer  /S.E.
FORM VIIIG 
FORM FOR INVESTIGATING DELAY IN RELEASING CONNECTION 
Sub Division:  ___________ 
Section:           ___________ 
1.       Name & Address of Consumer 
2.       Connected Load 
3.       Date of Deposit of ACD/Charges 
& other formalities by consumer 
4.       Date of issue of connection order 
5.       Date of handing over of S.C.O to J.E. 
6.       Target date for releasing connection 
  
Signature of UDC ( C)
Signature of J.E.
       Signature of S.D.O. 
7.       Date of release of S.C.O. 
8.       Date of handing over the S.C.O in Sub-Division 
9.       Shortage of material, if any 
10.   Requisition given in this regard to S.D.O./Sr.Ex. Engineer
  (Please quote Indent No. & Date)

Signature of J.E. 
11.   Action taken by S.D.O./Sr.Ex. Engineer  in arranging material

Signature of S.D.O.
            Signature of Sr.Ex.Engineer.

12.   Action taken by S.E./C.E. in arranging material

13.   Date of issue of Order

14.   Date of Release of connection

15.   Target date for releasing connection  along with account number 
16.   Violation, if any 
17.   Reason for non-release of connection 
18.   Report/Comments 



Signature of Officer 
FORM-VIIIH 
FORM FOR INVESTIGATING FAILURE IN KEEPING SPECIAL APPOINTMENTS 
  
Consumer Account No. 
1.       Name & full address of the complainant 
2.       Name of office where appointment sought 
3.       Date & time of appointment given 
4.       Appointment No. 
5.       Report of Investigating Officer 
  
  
Signature of the Investigating Officer 
6.       Remarks/Recommendations of next higher authority 
  
  
  
  
  
  Signature of the next Higher Officer 
FORM-IX 
  
FORM FOR APPEAL BEFORE THE APPELLATE AUTHORITY 
  
  
1.       Name & address of the Complainant 
2.       Subject in brief and order/decision against which complaint is made 
3.       Limitation 
4.       Facts of the case: 
i) 
ii) 
iii) 
  
5.       Relief(s) claimed 
6.       Interim relief if any claimed 
7.       Remedies exhausted 
8.       Whether consumer has filed complaint with Consumer Forum/Civil Courts. If so, status/result thereof 
9.       List of enclosures 
  
  
  

Signature of Complainant 
FORM-X 
MONTHLY REPORT FOR COMPLAINTS RECEIVED/REDRESSED 
DURING THE MONTH ENDING______________ 
  
	No. of complaints pending at the beginning of the month 
	No. of complaints received during the month along with its nature 
	No. of complaint resolved during the month along with its nature 
	Complaints resolved within target date 
	Complaints resolved after the expiry of target date 
	Reasons of violation 
	No. of complaints pending during the month 
	No. of complaints pending at the end of the month 
	Reasons thereof 
[w.r.t. (8)] 

	(1) 
	(2) 
	(3) 
	(4) 
	(5) 
	(6) 
	(7) 
	(8) 
	(9) 


                                                                                                                                                                      FORM-XI 
 ANNUAL REPORT IN RESPECT OF COMPLAINTS RECEIVED/REDRESSED 
DURING THE FINANCIAL YEAR…………… 
  
	Sr.No. 
	Name of Zone/Circle 
	No. of complaints received 
	No. of complaints redressed within stipulated period 
	No. of violations 
	Amount as penalty imposed on erring Officers/ Officials 
	Amount of token compensation paid 

	(1) 
	(2) 
	(3) 
	(4) 
	(5) 
	(6) 
	(7) 


  
