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Øekad% fo-yks-jkt-@fu-l-@i=k- 101@isz- 68                                fnukad 14-08-2024 

fo|qr yksdiky ds ckjs esa 

Þfo|qr vf/kfu;e] 2003Þ dh /kkjk 42¼6½ ,oa ÞjktLFkku fo|qr fofu;ked vk;ksx 

¼miHkksDrk f’kdk;r fuokj.k Qksje] fo|qr yksdiky vkSj miHkksDrk i{kdkjh½ fofu;e] 2021Þ 

¼fofu;e 143½ tks fd jktLFkku jkti= esa fnukad 8 vizsy] 2021 dks izdkf’kr gS] ds 

fofu;e 4-1 eas iznÙk 'kfDr;ksa dk iz;ksx djrs gq,] jktLFkku fo|qr fofu;ked vk;ksx }kjk 

fo|qr yksdiky dh fu;qfDr ;k inkfHkfgr fd;k tkrk gSA  

blds vfrfjDr ÞjktLFkku fo|qr fofu;ked vk;ksx ¼forj.k vuqKfIr/kkfj;ksa ds fy, 

dk;Z n{krk ds ekin.M½ fofu;e] 2021Þ ¼fofu;e&141½] jktLFkku ds jkti= esa fnukad 15 

vizsy] 2021 dks izdkf’kr fd;k x;k Fkk] ftlesa fo|qr forj.k fuxeksa }kjk iznku dh tkus 

okyh fofHké lsokvksa dh le; lhek fu/kkZfjr dh xbZ gSA   

tks Hkh miHkksDrk Þfo|qr vf/kfu;e 2003Þ dh /kkjk 42¼5½ lifBr fofu;e 143 ds 

vUrxZr xfBr miHkksDrk f’kdk;r fuokj.k eap ds fu.kZ; ls O;fFkr gS vFkok fofu;e 143 

esa fufn"V vof/k dh lekfIr ds Ik’pkr~ fo|qr yksdiky ds le{k] eap ds fu.kZ; ls 30 

fnol ds vUnj&vUnj vH;kosnu izLRkqr dj ldrk gSA 

mDr nksuksa fofu;e 141 ,oa 143 layXu gSaA 

layXu% mijksDrkuqlkj 

¼jke vorkj ’kekZ½ 

fo|qr yksdiky] jktLFkku  
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भाग-7 

ववभभन्‍न‍ववभाग ‍ें  ‍प्रााों  ‍ेे‍भल ‍ेे्‍‍ र‍ें ा गने‍ेी‍सचूनाओ ‍ेो‍सम्में भलत‍ेरत‍ेहुोें ‍साववजनने‍
और‍ननजी‍ववज्ञापन‍आदाA 

राजसथान्‍विद्यतु्‍विननयामक्‍आयोग 

अधिसचूना 
जयपरु, मार्च्‍31, 2021्‍ 

क्रें ा े्‍राविविआ/सचर्ि/विनन.्‍141 - राजस्थान‍ववद्ों तु‍ववननों ाें े‍आों ोग, ववद्ों तु‍अधिननों ें ‍
2003 (2003‍ ‍ ेा‍ 36‍ वा )‍ ेी‍ िारा‍ 181(1) और‍ 181(2) (जे  ‍  व ‍ जे बी)‍ सपदित‍ िारा‍ 57(1),‍
57(2),  59(1), व ‍ 86(1) (i)‍ द्वारा‍ इस‍े प्रात्‍त‍ शाम्ततों  ‍ ेा‍ तथा‍ इस‍ ननभें त‍ सें थव‍ ेरने‍ वाली‍
सें स्त‍ शाम्ततों  ‍ ेा‍ उपों ोग‍ ेरत‍े हुोें , पवूव‍ प्रेाशन‍ ेे‍ पश्चात,्  तद्द्वारा‍ ननमनभलखित‍ ववननों ें ‍
बनाता‍है, अथावत:्- 
 

1.  शीर्चक्‍तथा्‍प्रारम्भण: 
 

(े)‍ ोें ‍ववननों ें ‍’’राजस्थान‍ववद्ों तु‍ववननों ाें े‍आों ोग‍(ववतरण‍अनजु्ञम्ततिाररों  ‍ेे‍भल ‍
ेाों वाक्षता‍ेे‍ें ापा्‍ )‍ववननों ें , 2021‍ेहलाों  गे। 

 

(ि)‍ ोें ‍ववननों ें ‍शासेीों ‍राजपत्र‍ें  ‍इनेे‍प्रेाशन‍ेी‍नतधथ‍से‍प्रवतृ‍ह गे। 

 

2.  प्रयकु्तत्‍का्‍कायचक्षते्र:‍ 

  

 ोें ‍ ववननों ें ‍ राजस्थान‍ राज्ों ‍ ें  ‍  ीम ‍ अनजु्ञम्ततिाररों  /फे्रन्चाइजी‍ सदहत‍ ववतरण‍
अनजु्ञम्ततिाररों  ‍ व ‍इसेे‍सभी‍उपभोतताओ ‍ेे‍भल ‍प्रों ोज्ों ‍ह गे। 

 

3.  पररभार्ायें:‍ 

  

 जब‍ते‍के‍स ाभव‍द्वारा‍अन्ों था‍अपके्षक्षत‍न‍हो, इन‍ववननों ें  ‍ें  : 
 

(े)‍ ‘अधिननों ें ’ से‍ अभभप्राों ‍ ववद्ों तु‍ अधिननों ें , 2003‍ व ‍ उसेे‍अनगुाें ी‍ स शोिन ‍ से‍
है। 
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(ि)‍‍ ‘आपनूतव‍ ेा‍ क्षते्र’ से‍ अभभप्राों ‍ उस‍ क्षेत्र‍ से‍ है, म्जसेे‍ अन्ार‍ ेोई‍
अनजु्ञम्ततिारी/फे्रन्चाइजी‍इसेे‍अनजु्ञापत्र/फे्रन्चाइजी‍सें झौता‍से‍ववद्ों तु‍ेी‍आपनूत व‍ेे‍
भल ‍अधिेृत‍है। 

(ग)‍ ‘सीजीआर फ’ ेा‍अभभप्राों ‍है‍उपभोतता‍भशेाों त‍ननवारण‍फोरें ‍म्जसेा‍गिन‍प्रत्ोें े‍
ववतरण‍अनजु्ञम्ततिारी/फ्र चाइजी‍द्वारा‍ववद्ों तु‍अधिननों ें , 2003‍ेी‍िार‍42 (5) और‍
इन‍ववननों ें  ‍ेे‍अनसुार‍केों ा‍जाता‍है। 

 

(घ)‍ ‘सीजीआर फ‍ और‍ लोेपाल‍ ववननों ें ’ ेा‍ अभभप्राों ‍ है‍ के‍ सें ों -सें ों ‍ पर‍ आों ोग‍
द्वारा‍इस‍स ब ि‍ें  ‍बना ‍ग ‍ववननों ें ‍और‍उसेे‍स शोिन। 

 

(ड़)‍ ‘शे्रणी’-1‍शहर ’ से‍अभभप्राों ‍भारत‍ेी‍जनगणना‍2011‍ेे‍अनसुार‍2,00,000‍से‍अधिे‍
जनस ख्ों ा‍वाले‍शहर ‍से‍है। 

 

(च)‍ ‘आयोग’ से‍अभभप्राों ‍राजस्थान‍ववद्ों तु‍ववननों ाें े‍आों ोग‍से‍है। 

 

(छ)‍ उपभोतता‍सेवा‍ेेन्र’ ेा‍अभभप्राों ‍है‍इलेतरॉनने‍रूप‍से‍( स ें  स, ई-ें ेल, ें ोबाइल‍
ऐप, अनजु्ञम्ततिारी/फ्र चाइजी‍ ेी‍ वेबसाइे)‍ ों ा‍ ेेलीफोन‍ पर‍ (लनै् लाइन/ें ोबाइल‍ से‍
वॉों स‍ेॉल)‍ों ा‍ववननों ें ‍7‍और‍9.3‍ें  ‍उम्ललखित‍केसी‍अन्ों ‍वविा‍ेे‍ें ाध्ों ें ‍से‍
भशेाों त‍ों ा‍क्षनतपनूत व‍ेे‍ााव‍ेप्रस्ततु‍ेरने‍ेे‍भल ‍उपों तुत‍आईेी‍सक्षें ‍    बनुनों ााी‍
ढा चा/व्ों वस्था‍(वॉों स‍ररेॉर् िंग‍फीचर‍ेे‍साथ)।‍उपभोतता‍ेेन्र‍24X7‍चाल‍ूरहेगा। 

 

(ज)‍ ‘अनतररतत‍ उच्च‍ आतनत/अनतररतत‍ उच्च‍ वोलेेज’ से‍ अभभप्राों ‍ साें ान्ों ‍ म्स्थनतों  ‍ ेे‍
अन्तगवत‍फेज ‍ेे‍बीच‍33‍ेेवी‍से‍अधिे‍वोलेेज‍से‍है। 

 

(झ)‍ ‘फ्र चाइजी’ ेा‍ अभभप्राों ‍ है‍ ववतरण‍ अनजु्ञम्ततिारी‍ द्वारा‍ अधिेृत‍ व्ों म्तत‍ जो‍ उसेे‍
आपनूत व‍क्षेत्र‍ेे‍भीतर‍ े‍ववशषे‍क्षते्र‍ें  ‍उसेी‍ओर‍से‍बबजली‍ववतररत‍ेरने‍ेे‍भल ‍
अधिेृत‍हैैः 

 

(ञ)‍ ‘हेलप‍  से्े’ ेा‍ अभभप्राों ‍ है‍ सभी‍ ेाों व‍ दावस ‍ ें  ‍ सबुह‍ 9‍ से‍ शाें ‍ 6‍ बज‍े ेे‍ बीच‍
स चाभलत‍ रहने‍ ेे‍ भल ‍ इलेतरॉनने‍ रूप‍ से‍ ( स ें  स, ई-ें ेल, ें ोबाइल‍ ऐप, 

अनजु्ञम्ततिारी/फ्र चाइजी‍ेी‍वेबसाइे)‍ों ा‍ेेलीफोन‍पर‍(वॉों स‍ेॉल‍लनै् लाइन/ें ोबाइल)‍
ों ा‍ववननों ें ‍7‍और‍9.3‍ें  ‍उम्ललखित‍ों ा‍भलखित‍रूप‍ें  ‍केसी‍अन्ों ‍वविा‍ेे‍ें ाध्ों ें ‍
से‍ भशेाों त‍ प्रस्ततु‍ ेरने‍ ों ा‍ क्षनतपनूत व‍ ेे‍ ााव‍े ेे‍ भल ‍ उप-स भागीों ‍ स्तर/स भागीों ‍
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स्तर/वतृ‍ स्तर/जोनल‍ स्तर/ेॉपोरेे‍ स्तर‍ पर‍ उपोुं तत‍ आईेी‍ सक्षें ‍ बनुनों ााी‍
ढा चा/व्ों वस्था‍(वॉों स‍ररेार् िंग‍फीचर‍ेे‍साथ)। 

 

(े)‍ ‘उच्च‍आतनत/उच्च‍वोलेेज’ से‍अभभप्राों ‍साें ान्ों ‍म्स्थनतों  ‍ेे‍अन्तगवत‍440‍वोलेस‍्से‍
अधिे‍परन्त‍ु33‍ेेवी‍से‍अनधिे‍वोलेेज‍से‍है। 

 

(ि)‍ ‘अनजु्ञम्ततिारी’ से‍अभभप्राों ‍उस‍व्ों म्तत‍से‍है‍म्जसे‍अधिननों ें ‍ेी‍िारा‍14‍ेे‍तहत‍्
लाइस स/अनजु्ञापत्र‍प्राान‍केों ा‍गों ा‍है‍जो‍अपने‍क्षेत्र‍ें  ‍उपभोतताओ ‍ेो‍बबजली‍ेी‍
आपनूत व‍ेरने‍ेे‍भल ‍ववतरण‍प्रणाली‍ेा‍स चालन‍और‍रिरिाव‍ेरता‍है‍और‍इसें  ‍
 ीम ‍अनजु्ञम्ततिारी‍भी‍शाभें ल‍है; 

 

( )‍ ‘ननमन‍ आतनत’/ननमन‍ वोलेेज‍ से‍ अभभप्राों ‍ साें ान्ों ‍ म्स्थनतों  ‍ ेे‍ अन्तगवत‍ फेज ‍ ेे‍
बीच‍440‍वोलेस‍्से‍अनधिे‍वोलेेज‍से‍है। 

 

(ढ) ‘नॉें वल‍फ्ों जू‍ऑफ’ ेा‍अभभप्राों ‍है‍ओवरलोर्  ग‍ों ा‍परुाना‍होने‍ेे‍ेारण‍फ्ों जू‍उड़‍
जाना; 

 

(ण) ‘ग्राें ीण‍क्षते्र’ से‍अभभप्राों ‍ग्राें ‍प चाों त ‍से‍आवतृ‍क्षते्र ‍से‍है। 

 

(त)‍ ‘ सओपी’ से‍अभभप्राों ‍ेाों वाक्षता‍ेे‍ें ापा्‍  ‍से‍है। 

 

(थ)‍ ‘ननरन्तर‍व्ों विान’ ेा‍अभभप्राों ‍है‍ के‍अनजु्ञम्ततिारी/फ्र चाइजी/राववप्रनन‍सबस्ेेशन ‍से‍
ननगवत‍होने‍वाले‍11ेेवी‍फी र ‍पर‍केसी‍भी‍व्ों विान‍ेी‍अवधि‍10‍भें ने‍से‍अधिे‍
है, लेकेन‍ ननों ोम्जत/ननिावररत‍ आउेेज, उत्पाान‍ और‍ प्रसारण‍ नेेव वे ‍ सदहत‍ अपस्रीें ‍
पावर‍ भसस्ेें ‍ ेी‍ ववफलता‍ ेे‍ ेारण‍ आउेेज‍ और‍ घेनाओ ‍ ेे‍ वजवन‍ ेे‍ तहत‍् इन‍
ववननों ें  ‍ ें  ‍ अनेुं त‍ ेारण ‍ ेे‍ ेारण‍ आउेेज‍ ेे‍ ेारण‍ व्ों विान ‍ ेो‍ छोड़ेर‍ 33‍
ेेवी‍ भसस्ेें ‍(सब‍रा सभें शन‍भसस्ेें )‍ें  ‍ व्ों विान‍ेो‍ स ब धित‍11‍ेेवी‍फी र ‍ पर‍
ननरन्तर‍व्ों विान‍ें ाना‍जा गा। 

 

(ा)‍ ‘शहरी‍क्षते्र’ से‍अभभप्राों ‍ग्राें ीण‍क्षते्र ‍से‍भभन्न‍सभी‍क्षेत्र। 

  

इन‍ ववननों ें  ‍ ें  ‍ प्रों तुत‍ तथा‍ पररभावषत‍ न‍ केोें ‍ गोें ‍ परन्त‍ु अधिननों ें ‍ ें  ‍ पररभावषत‍ शब्ा ‍ व‍
अभभव्ों म्ततों  ‍ेा‍अभभप्राों ‍वही‍होगा‍जो‍अधिननों ें ‍ें  ‍ें ाना‍गों ा‍ है।‍ इसें  ‍उपों ोग‍ें  ‍लाई‍गों ी‍
अभभव्ों म्ततों  , म्जन्ह ‍ इन‍ ववननों ें  ‍ ों ा‍ अधिननों ें ‍ ें  ‍ ववशषे‍ रूप‍ से‍ पररभावषत‍ नही ‍ केों ा‍ गों ा‍ है, 
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परन्त‍ुकेसी‍वविाों ी/आों ोग‍द्वारा‍पाररत‍केसी‍ेाननू/ववननों ें ‍ेे‍अन्तगवत‍पररभावषत‍केों ा‍गों ा‍है‍
और‍राज्ों ‍ेे‍ववद्ों तु‍क्षते्र‍पर‍प्रों ोज्ों ‍है‍तो‍उसेा‍अभभप्राों ‍वही ‍होगा‍जो‍ऐसे‍ेाननू/ववननों ें ‍ें  ‍
सें नदुाष्े‍है।‍ 

 

4  ननिचर्न 

  

 इन‍ववननों ें  ‍ेे‍ननववचन‍ें  , जब‍ते‍के‍स ाभव‍से‍अन्ों था‍अपके्षक्षत‍न‍हो; 
 

(े)‍  ेवचन‍ ों ा‍ बहुवचन‍शब्ा/पा‍ ें  , जैसा‍ भी‍ ें ाें ला‍हो, क्रें श:‍ बहुवचन‍ ों ा‍  ेवचन‍
शब्ा/पा‍ेा‍शाभें ल‍होना‍ें ाना‍जा गा; 

 

(ि)‍ इसें  ‍‘ववननों ें  ’ ेे‍स ाभों‍ेो‍इन‍ववननों ें  ‍ेे‍स ाभव‍ेे‍रूप‍ें  ‍ें ाना‍जा गा‍जो‍लाग‍ू
ेाननू ‍ेे‍अनसुार‍सें ों -सें ों ‍पर‍आों ोग‍द्वारा‍स शोधित‍ों ा‍रूपान्तररत‍के ‍जात‍े
हैं। 

 

5  उद्देश्‍ों  

 

5.1  इन‍ववननों ें  ‍ें  ‍अनेुं त‍सीें ा‍ेे‍भीतर‍ववतरण‍प्रणाली‍ेे‍ें ापा्‍  ‍ेो‍बनाोें ‍रिन‍े
ेे‍भलोें ‍ें ाने ‍ेो‍ननिावररत‍केों ा‍गों ा‍है।‍ोें ‍ें ाने‍ववद्ों तु‍ववतरण‍ेी‍ े‍ेुशल‍
ववश्‍वसनीों , सें म्न्वत‍ और‍ भें तव्ों ों ी‍ प्रणाली‍ प्राान‍ ेरने‍ ेे‍ भलोें ‍
अनजु्ञम्ततिारी/फ्र चाइजी‍ेे‍भलोें ‍ब चें ा वे ‍ेे‍रूप‍ें  ‍ेाें ‍ेर गे।‍इन‍ववननों ें  ‍ें  ‍केोें ‍
गोें ‍प्राविान ‍ेे‍अनसुार‍ववतरण‍अनजु्ञम्ततिारी‍से‍ववद्ों तु‍ेी‍आपनूत व‍ेे‍भलोें ‍सेवा‍ेे‍
न्ों नूतें ‍ें ाने ‍ेा‍होना‍उपभोतता‍ेा‍अधिेार‍है। 

 

5.2  इन‍ववननों ें  ‍ेे‍उद्देश्‍ों ‍हैं:- 
 

(े)‍ ेाों वाक्षता‍ेे‍ें ापा्‍  ‍ेो‍ननिावररत‍ेरना; 
 

(ि)‍ ेाों वाक्षता‍ ेे‍ ें ापा्‍  ‍ ेे‍ ब चें ाेो‍ ेे‍ ववरूद्ध‍ अनजु्ञम्ततिारी/फ्र चाइजी‍ ेे‍
वास्तववे‍ेाों वाक्षता‍ेो‍ें ापना। 

 

(ग)‍ ववतरण‍ नेेव वे ‍ ेी‍ ेाों वाक्षता‍ ेी‍ गणुवता‍ और‍ उपों तुतता‍ ेो‍ सनुनम्श्चत 

ेरना। 
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(घ)‍ उपभोतताओ ‍ेो‍अपने‍भसस्ेें ‍और‍उपेरण ‍ेो‍ववद्ों तु‍वातावरण‍म्जसें  ‍वे‍
ेाें ‍ेरत‍ेहैं, ेे‍अनुे ू ल‍र् जाइन‍ेरने‍ें  ‍सक्षें ‍ेरना; 

 

( )‍ उपभोतताओ ‍ेो‍सेवा‍प्राान‍ेरने‍ें  ‍सिुार‍ेरना। 

 

(च)‍ ों दा‍ अनजु्ञम्ततिारी‍ इन‍ ववननों ें  ‍ ेी‍ अनसूचूी-I‍ ें  ‍ वखणवत‍ ेे‍ अनसुार‍
अनजु्ञम्ततिारी‍ ेे‍ ेाों वाक्षता‍ ेे‍ प्रत्ों ाभतू‍ ब चें ा वे ‍ ें ापा्‍ ‍ प्रातत‍ ेरने‍ ें  ‍
ववफल‍रहता‍है, तो‍उपभोतताओ ‍ेो‍उधचत‍क्षनतपनूत व‍सनुनम्श्चत‍ेरने‍ेे‍भलोें ‍
पाराशी‍त त्र‍ववेभसत‍ेरना। 

 

6.  कायचदक्षता्‍के्‍मापदण्ड 

 

6.1  अनसूचूी-I‍ें  ‍ननदावष्े‍ें ापा्‍ ‍ेाों वाक्षता‍ेे‍प्रत्ों ाभतू‍ब चें ा वे ‍ें ापा्‍ ‍ह ग,े जो‍के‍
सेवा‍ेे‍न्ों नूतें ‍ें ापा्‍ ‍हैं‍म्जन्ह ‍अनजु्ञम्ततिारी/फ्र चाइजी‍प्रातत‍ेर गे। 

 

6.2  सेवा‍ेे‍प्रत्ों ाभतू‍ें ापा्‍  ‍ेो‍प्रातत‍ेरने‍ें  ‍अनजु्ञम्ततिारी/फ्र चाइजी‍ेी‍ववफलता‍ेे‍
ें ाें ल ‍ें  ‍अनसूचूी-II‍ेे‍अनसुार‍उपभोतता‍ेो‍क्षनतपनूत व‍ेा‍भगुतान‍ेरना‍आवश्‍ों े‍
होगा। 

 

6.3  अनसूचूी-III‍ ें  ‍ ननदावष्े‍ ें ापा्‍ ‍ ेाों वाक्षता‍ ेे‍ सें ग्र‍ ें ापा्‍ ‍ ह ग‍े जो‍
अनजु्ञम्ततिारी/फ्र चाइजी‍अपने‍ाानों त्व ‍ेे‍ननववहन‍ें  ‍प्रातत‍ेरना‍चाहत‍ेहैं। 

6.4  इन‍प्रत्ों ाभतू‍ें ापा्‍  ‍ेा‍सें ों -सें ों ‍पर‍स शोधित‍राववववआ‍(ववद्ों तु‍प्रााों ‍ेो ‍
और‍समबद्ध‍ें ाें ल )‍ववननों ें , 2021‍और‍अन्ों ‍प्रास धगे‍ववननों ें  ‍ेे‍अिीन‍ननदावष्े‍
प्राविान ‍ेे‍साथ‍पिन‍केों ा‍जाोें गा। 

 

7.  भशेाों त‍स चालन/ननवारण‍प्रकक्रों ा 
 

7.1  अनजु्ञम्ततिारी/फ्र चाइजी‍ेे‍ें खु्ों ालों ‍ें  ‍आईेी‍सक्षें ‍ेेन्रीों ेृत‍उपभोतता‍सेवा‍ेेन्र‍
होगा।‍ों ह‍ेेन्र‍इन‍ववननों ें  ‍ेे‍ि्‍ ‍3(छ)‍ें  ‍ों थाननिावररत‍भशेाों त‍ेा‍प जीेरण‍
ेरने‍ें  ‍सक्षें ‍होना‍चादहोें ।‍ऐसे‍ेेन्रीों ेृत‍उपभोतता‍सेवा‍ेेन्र‍ववननों ें ‍3(ञ)‍ेे‍
अन्तगवत‍ों था‍प्रावधिे‍‘’हेलप‍ से्े’’ और‍फ्र चाइजी‍ेे‍उपभोतता‍सेवा‍ेेन्र‍ेे‍साथ‍
 ेीेृत‍केोें ‍जाोें ग । 
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7.2  हेलप‍ से्े‍ें  , भशेाों त ‍ेे‍प जीेरण‍और‍भशेाों तेताव‍ेो‍प जीेरण‍स ख्ों ा‍प्राान‍
ेरने‍ेे‍भलोें ‍सभी‍ेाों व‍दान ‍ें  ‍प्रातैः‍9‍से‍सा ों ‍6‍ेे‍बीच‍बनुनों ााी‍ेमतों ूे र‍ज्ञान‍
रिन‍ेवाला‍उपों तुत‍ व ‍सवुवज्ञ‍व्ों म्तत‍उपम्स्थत‍होगा। 

 

7.3  स ब धित‍ेाों ावलों ‍ेे‍सचूना‍पट्ट‍पर‍जहा ‍हेलप‍ से्े‍म्स्थत‍है, ऐसे‍व्ों म्तत‍ेा‍नाें , 

ें ोबाईल‍नमबर‍प्राभशवत‍केों ा‍जाोें गा। 

 

7.4  हेलप‍ से्े‍और‍उपभोतता‍सेवा‍ेेन्र‍ेे‍अनतररतत, ननमनभलखित‍प्रेृनत‍ेी‍भशेाों त ‍
अनजु्ञम्ततिारी/फ्र चाइजी‍ेे‍सब-स्ेेशन‍और‍उप-ेाों ावलों ‍ें  ‍प जीेृत‍ेी‍जा‍सेती‍है: 

 

े)‍ रा सफाें वर‍ववफलता 
ि)‍ आपनूतव‍ेी‍ववफलता 
ग)‍ सरुक्षा‍स ब िी 
घ)‍ ववद्ों तु‍चोरी 

 

7.5  भशेाों त ‍ ेो‍ प्रातत‍ ेरने‍ ेे‍ भलोें ‍ ववननों ें ‍ 7.4‍ ेे‍ अनसुार‍ सब-स्ेेशन ‍ और‍ उप-
ेाों ावलों ‍ ें  ‍ उपों तुत‍ रम्जस्ेर ‍ ेा‍ स िारण‍ केों ा‍ जाोें गा।‍ इन‍ सभी‍ भशेाों त ‍ ेो‍
अववलमब‍ेननष्ि‍अभभों न्ता‍ों ा‍अनजु्ञम्ततिारी‍द्वारा‍अधिेृत‍केसी‍अन्ों ‍अधिेारी‍
द्वारा‍ सब-र् वीजन‍ ेे‍ सहाों ता‍ ेेन्र‍ ें  ‍ ाजव/ररेा व‍ ेराों ा‍ जाोें गा।‍ भसस्ेें ‍ जननत‍
प जीेरण‍स ख्ों ा‍अववलमब‍भशेाों तेताव‍ेो‍सधूचत‍ेी‍जाोें गी। 

 

7.6  अनजु्ञम्ततिारी/फ्र चाइजी, इन‍ववननों ें  ‍ेे‍प्रेाशन‍ेे‍2‍ें ाह‍ेे‍भीतर, ेेन्रीों ेृत‍ेॉल‍
सेन्ेर‍और‍हेलप‍ से्े‍द्वारा‍स िाररत‍केों ‍ेजाने‍वाले‍ ेे ा‍बेस‍ें  ‍सभी‍उपभोतताओ ‍
ेे‍ ें ोबाइल‍ नमबर‍ ेो‍ समबद्ध‍ ेरेगा‍ म्जसस‍े के‍ अनजु्ञम्ततिारी/‍ फ्र चाइजी‍ और‍
उपभोतताओ ‍ेे‍ें ध्ों ‍तीव्र‍और‍ववश्‍वसनीों ‍स चार‍ेी‍सवुविा‍हो।‍ों दा‍ें ोबाइल‍नमबर‍
उपभोतता‍ेे‍ ेे ा‍बेस‍से‍भल  े ‍नही ‍केों ा‍गों ा‍है‍तो‍भशेाों तेताव‍ेी‍पहचान‍ेरने‍
ेे‍भलोें ‍ननमनभलखित‍ें  ‍से‍ेें ‍से‍ेें ‍ े‍जानेारी‍प्राान‍ेरने‍पर‍भशेाों त‍ेो‍
प जीेृत‍केों ा‍जाोें गाैः 

 

े)‍ ेे.‍नमबर 

 

ि)‍ सब-र् वीजन‍ेे‍नाें ‍सदहत‍िाता‍स ख्ों ा 
 

ग)‍ सब-र् वीजन‍ेे‍नाें ‍सदहत‍ेनेत‍शन‍िारे‍ेा‍नाें ‍और‍पता 
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7.7  भशेाों त‍ेे‍प जीेरण‍ेे‍भलोें ‍उपभोतता‍द्वारा‍जो‍ववधि‍प्रों ोग‍ेी‍गों ी‍है, उसी‍ेे‍
ें ाध्ों ें ‍से‍अनजु्ञम्ततिारी‍उपभोतता‍ेी‍भशेाों त‍प्रातत‍होने‍ेे‍30‍भें नने‍ेे‍भीतर‍
भशेाों त‍स ख्ों ा‍सधूचत‍ेरेगा। 

 

‍‍‍‍‍‍‍बशतें‍ के‍ ेेलीफोन‍ ेे‍ ें ाध्ों ें ‍ से‍ भशेाों त ‍ ेे‍ प जीेरण‍ ेे‍ ें ाें ल ‍ ें  , भशेाों त‍
स ख्ों ा‍तरुन्त‍उपभोतता‍ेो‍ेॉल‍पर‍प्राान‍ेी‍जाोें गी। 

 

‍‍‍‍‍‍‍बशतें‍ ों ह‍ भी‍ के‍ ों दा‍ उपभोतता‍ ेा‍ ें ोबाइल‍ नमबर‍ और/ों ा‍ ई-ें ेल‍ आई ी‍ ेो‍
प जीेृत‍केों ा‍गों ा‍है‍तो‍भशेाों त‍ेा‍वववरण‍भशेाों त‍प्रातत‍होने‍ेे‍30‍भें नने‍ेे‍
भीतर‍उपभोतता‍ेे‍प जीेृत‍ें ोबाईल‍नमबर‍और‍ई-ें ेल‍आई ी‍पर‍ स ें  स‍और‍ई-
ें ेल‍ेे‍ें ाध्ों ें ‍से‍भी‍भेजा‍जाोें गा। 

 

7.8  प्रत्ोें े‍भशेाों त‍ेा‍वववरण‍अनलुग्ने-I‍ेे‍अनसुार‍ररेा व‍केों ा‍जाोें गा।‍ 

 

7.9  भशेाों त‍ ेे‍ सें ािान‍ ेे‍ पश्चात‍् अनजु्ञम्ततिारी/फ्र चाइजी‍ अद्ों तन‍ ेरेगा‍ और‍
भशेाों त‍ेे‍सें ािान‍हेत‍ुभलोें ‍गोें ‍ेुल‍सें ों ‍ेो‍ररेा व‍ेरेगा। 

 

7.10  भशेाों तेताव‍ेो, भशेाों त‍ेे‍प जीेरण‍स ख्ों ा‍ेो‍सधूचत‍ेरने‍ेे‍भलोें ‍ों था‍उपों ोग‍
ेी‍प्रकक्रों ा‍ेे‍अनसुरण‍द्वारा‍दाना े‍और‍सें ािान‍ेे‍सें ों ‍ेे‍साथ-साथ‍भशेाों त‍
ेे‍सें ािान‍ेी‍सचूना‍ाी‍जाोें गी।‍ 

 

7.11  उपरोतत‍ 7.1‍ ें  ‍ ों था‍ उम्ललखित‍ आईेी‍ सक्षें ‍ ेेन्रीों ेृत‍ उपभोतता‍ सेवा‍ ेेन्र‍
साें ान्ों ‍ सेवा  ‍ भी‍ प्राान‍ ेरेग ‍ जैस‍े के‍ नों ा‍ ेनेत‍शन, ववच्छेान, पनुैःेनेत‍शन, 

ेनेत‍शन‍ेा‍स्थान‍पररवतवन, नाें ‍और‍वववरण ‍ें  ‍पररवतवन, भार‍पररवतवन, ें ीेर‍ेा‍
प्रनतस्थापन, आपनूतव‍ेी‍अनपुलब्िता।‍ववतरण‍अनजु्ञम्ततिारी, इन‍ववननों ें  ‍ेे‍प्रेाशन‍
ेे‍6‍ें ाह‍ेे‍भीतर‍ेेन्रीेृत‍24X7‍ेोल-फ्री‍ग्राहे‍सवेा‍ेेन्र‍स्थावपत‍ेरेगा। 

 

7.12  जबके‍सेवाों  ‍प्राान‍ेरने‍ेे‍भलोें ‍अन्ों ‍रीनतों ा‍जारी‍रह‍सेती‍है‍जैस‍ेके‍ेागजी‍
आवेान-पत्र, ई-ें ेल, ें ोबाईल, वेबसाइे‍आदा; अनजु्ञम्ततिारी‍अपेक्षाेृत‍अधिे‍ननगरानी‍
और‍ववश्‍लेषण‍ेे‍भलोें ‍बैे   ‍पर‍अनरुोधित‍ध्ों ान‍ाी‍गों ी‍और‍लम्मबत‍सभी‍सेवाओ ‍
ेी‍ स घदेत‍ सचूना‍ प्रातत‍ ेरने‍ ेे‍ भलोें ‍ आें ‍ उपभोतता‍ स ब ि‍ प्रब िे‍ (सीआर ें )‍
प्रणाली‍ेे‍ें ाध्ों ें ‍से‍सभी‍सेवाों  ‍प्राान‍ेरने‍ेा‍प्रों ास‍ेरेगे। 
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7.13  सीआर ें ‍ें  ‍ स ें  स, ई-ें ेल‍अल वे, आवेान‍ेी‍प्रगनत, सेवा‍ेी‍पणूवता, आवाेन‍ेी‍
म्स्थनत‍ ें  ‍ पररवतवन‍आदा‍जैसी‍ घेनाओ ‍ ेे‍ भलोें ‍ उपभोतताओ ‍और‍ अधिेाररों  ‍ ेो‍
सचूानाों  ‍ आदा; और‍ ों दा‍ ननदावष्े‍ सें ों ावधि‍ ें  ‍ सेवाों  ‍ प्राान‍ नही ‍ ेी‍ गों ी‍ है‍ तो‍
ऑनलाइन‍वस्तमु्स्थनत‍रैक  े ग‍और‍उच्चतर‍स्तर‍ेो‍स्वतैः‍तीव्रीेरण‍ेी‍व्ों वस्थाों  ‍
होगी। 

 

8.  क्षनतपनूत च्‍की्‍क्रियाविचि 

 

8.1  ों दा‍ अनजु्ञम्ततिारी/फ्र चाइजी‍ अनसूचूी-I‍ ें  ‍ ों थाननदावष्े‍ ेाों वाक्षता‍ ेे‍ प्रत्ों ाभतू‍
ें ापा्‍  ‍ेी‍पनूत व‍ेरने‍ें  ‍ववफल‍रहता‍है, तो‍क्षनतपनूत व‍ेे‍भलोें ‍ाावा‍ााों र‍ेरने‍पर‍
प्रभाववत‍ व्ों म्तत‍ ेो‍ अनजु्ञम्ततिारी/फ्र चाइजी‍ क्षनतपनूत व‍ ेा‍ भगुतान‍ ेरेगा।‍ प्रभाववत‍
व्ों म्तत‍ेो‍अनजु्ञम्ततिारी/फ्र चाइजी‍द्वारा‍भगुतान‍केोें ‍ जाने‍वाले‍क्षनतपनूत व‍ेो‍ इन‍
ववननों ें  ‍ेी‍अनसूचूी-II‍ें  ‍ननदावष्े‍केों ा‍गों ा‍है। 

  

 बशतें‍ के‍ ‘शनू्ों ‍ ेर े‍ ेी‍ भशेाों त ’ ‘ें ीेर‍ ेे‍ ेारण‍ शनू्ों ‍ ेर े’ और‍ ‘ें ीेर ‍ ेे‍
परीक्षण’ से‍स ब धित‍भशेाों त ‍ेे‍भलोें ‍क्षनतपनूत व‍ेे‍प्रों ोजनाथव‍भशेाों त‍ााों र‍ेराने‍
ेी‍आवश्‍ों ेता‍नही ‍है‍और‍अनजु्ञम्ततिारी‍अपने‍अभभलेि ‍ेे‍आिार‍पर‍अगल‍ेबबल‍
ें  ‍क्षनतपनूत व‍राभश‍ेो‍के्रर् े‍ेरेगा। 

 

‍‍‍‍‍‍‍‍‍‍‍‍‍‍बशतें‍ों ह‍भी‍के‍ववतरण‍अनजु्ञम्ततिारी‍अपनी‍ववतरण‍प्रणाली‍ेो‍इस‍तर‍र् जाइन‍
और‍स िारण‍ेरेगा‍के‍ों ह‍उपरोतत‍ें ापा्‍  ‍ेी‍सचूी‍ें  ‍ववृद्ध‍होती‍है, म्जन्ह ‍ारू‍से‍
ें ॉननेर‍केों ा‍जा‍सेता‍है‍और‍और‍म्जसेे‍भलोें ‍उपभोतता‍ेो‍स्वतैः‍ही‍क्षनतपनूत व‍
ेा‍ भगुतान‍ केों ा‍ जा‍ सेता‍ है।‍ इस‍ स ब ि‍ ें  , ववतरण‍ अनजु्ञम्ततिारी‍ आों ोग‍ ेो‍
वावषवे ‍ररपो वे‍प्रस्ततु‍ेरेगा। 

 

‍‍‍‍‍‍‍‍‍‍‍‍‍‍बशतें‍ों ह‍और‍के‍ों दा‍केसी‍न्ों ाों ालों , ें  च, अधिेरण‍ों ा‍आों ोग‍द्वारा‍उपभोतता‍
से‍केसी‍भी‍बेाों ा‍राभश‍ेी‍वसलूी‍ेो‍रोेने‍ेे‍भलोें ‍स्थगन‍आाेश‍दाों ा‍जाता‍है‍
और‍ ऐसे‍ केसी‍ आाेश‍ ेी‍ प्रवतवन‍ अवधि‍ ेे‍ ाौरान‍ क्षनतपनूत व‍ ाेों ‍ होगी, परन्त‍ु
उपभोतता‍ेो‍ेेवल‍ें ाें ल ‍ेे‍अम्न्तें ‍ननणवों ‍ेे‍पश्चात‍्ही‍स ाेों ‍ेी‍जाोें गी। 

‍‍‍‍‍‍‍‍‍‍‍‍‍‍बशतें‍ों ह‍और‍भी‍के‍ों दा‍उपभोतता‍से‍वसलूी‍ों ोग्ों ‍ेोई‍बेाों ा‍राभश‍है‍तो‍ेोई‍
क्षनतपनूत व‍ाेों ‍नही ‍होगी। 
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8.2  इन‍ ववननों ें  ‍ ेे‍ ें ाध्ों ें ‍ से‍ उपभोतता‍ ेो‍ अनजु्ञम्ततिारी/फ्र चाइजी‍ द्वारा‍ स ाेों ‍ ेुल‍
क्षनतपनूत व‍ ववभशष्े‍ ववतीों ‍ वषव‍ ें  ‍ उपभोतता‍ द्वारा‍ स ाेों ‍ ेुल‍ म्स्थर‍ प्रभार /र् ें ा्‍ ‍
प्रभार ‍ेे‍30‍प्रनतशत‍से‍अधिे‍नही ‍होगी। 

8.3  क्षनतपनूत व‍ ेे‍ सभी‍ ें ाें ल ‍ ें  , क्षनतपनूत व‍ ेा‍ भगुतान‍ अनजु्ञम्ततिारी/फ्र चाइजी‍ द्वारा‍
ववद्ों तु‍आपनूत व‍ ेे‍भलोें ‍वतवें ान‍और‍ननेे‍भावी‍बबल ‍ेे‍ ववरूद्ध‍सें ाों ोजन‍द्वारा‍
केों ा‍ जाोें गा।‍ ाेों ‍ ेुल‍ क्षनतपनूत व‍ और‍ उसेे‍ भगुतान‍ ेी‍ गई‍ राभश‍ ेा‍ वववरण‍
उपभोतता‍ेे‍प्रत्ोें े‍ववद्ों तु‍बबल‍ें  ‍अ केत‍केों ा‍जाोें गा। 

 

8.4  ेाों वाक्षता‍ ेे‍ प्रत्ों ाभतू‍ ें ापा्‍  ‍ ेे‍ बारे‍ ें  ‍ जागरूेता‍ पाैा‍ ेरने‍ ेे‍ भलोें ‍
अनजु्ञम्ततिारी/फ्र चाइजी‍भशेाों त ‍ेे‍प जीेरण‍ेी‍सचूना‍ेे‍साथ‍व्ों म्ष्े‍भशेाों तेताव‍
ेो‍ इन‍ ववननों ें  ‍ ेी‍ अनसूचूी-I‍ ेे‍ अनसुार‍ ननिावररत‍ प्रत्ों ाभतू‍ सें ों ‍ भी‍ सधूचत‍
ेरेगा।‍अनजु्ञम्ततिारी/फ्र चाइजी‍ भशेाों त ‍ ेे‍प्रत्ोें े‍प जीेरण‍ेे‍साथ‍इन‍ ववननों ें  ‍
ेी‍अनसूचूी-II‍ेे‍अनसुार‍ववलमब‍ेे‍भलोें ‍क्षनतपनूत व‍सतू्र‍ेो‍भी‍सधूचत‍ेरेगा। 

8.5  अनजु्ञम्ततिारी/फ्र चाइजी‍ अपनी‍ वेबसाइे‍ पर‍ अनसूचूी-I‍ ेे‍ अनसुार‍ ेाों वाक्षता‍ ेे‍
प्रत्ों ाभतू‍ें ापा्‍  ‍और‍अनसूचूी-II‍ेे‍अनसुार‍स ाेों ‍क्षनतपनूत व‍ेो‍भी‍प्रात‍ेरेगा। 

8.6  ों दा‍भशेाों त‍ेे‍सें ािान‍ें  ‍ववलमबर‍है, तो‍उपभोतता‍द्वारा‍क्षनतपनूत व‍ेे‍भलोें ‍ाावा‍
भशेाों त‍ेे‍सें ािान‍ेे‍60‍दान ‍ेे‍पश्चात‍्नही ‍केों ा‍जाोें गा। 

 

8.7  उपभोतता‍द्वारा‍ाावा‍अनलुग्ने-II‍ेे‍प्रारूप‍ेे‍अनसुार‍ााों र‍केों ा‍जा‍सेता‍ है।‍
स ब धित‍ अधिेारी‍ ेो‍ ऐसा‍ ाावा‍ व्ों म्ततश:/ई-ें ेल/प जीेृत‍  ाे/‍ ऑनलाइन/ें ोबाइल‍
ऐप/‍हेलप‍ से्े‍हेलप‍ से्े‍हेलप‍ से्े‍पर‍ााों र‍केों ा‍जा‍सेता‍है। 

  

 ‍बशतें‍के‍ववतरण‍अनजु्ञम्ततिारी, इन‍ववननों ें  ‍ेी‍अधिसचूना‍ेी‍दाना े ‍से‍6‍ें ाह‍
ेे‍भीतर, ऑनलाइन‍सवुविा‍ेा‍ सजृन‍ेरेगा‍ म्जस‍पर‍ उपभोतता‍क्षनतपनूत व‍ राभश‍ ेा‍
प जीेरण‍ और‍ ाावा‍ ेर‍ स  े ।‍ इस‍ स ब ि‍ ें  ‍ जानेारी‍ जन-स प वे ‍ सािन/बबल/‍
 स ें  स/ई-ें ेल/अनजु्ञम्ततिारी‍ ेी‍ वेबसाइे‍ सदहत‍ ें ाध्ों ें ‍ से‍ उपभोतताओ ‍ ेे‍ ें ध्ों ‍
व्ों ापे‍रूप‍से‍प्रसाररत‍ेी‍जाोें गी। 

 

8.8  प्रत्ोें े‍ ाावा‍ आवेान ‍ ेो‍ प जीेरण‍ स ख्ों ा‍ ाी‍ जाोें गी‍ जो‍ के‍ भशेाों त‍ प जीेरण‍
स ख्ों ा‍ से‍ भभन्न‍ होगी।‍ अनजु्ञम्ततिारी/फ्र चाइजी‍ क्षनतपनूत व‍ ेे‍ ााव‍े ेे‍ आवेान‍ ेे‍
ऑनलाइन‍  ाेा‍ और‍ इस‍े अनजु्ञम्ततिारी/फ्र चाइजी‍ वबेसाइे‍ पर‍ पणूव‍ रूप‍ से‍ प्राभशवत‍
ेरेे‍उस‍पर‍ेी‍गों ी‍ेाों ववाही‍ेा‍स िारण‍ेरेगा। 
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 बशतें‍के‍ों दा‍उपभोतता‍ेा‍ें ोबाईल‍नमबर‍और/ों ा‍ई-ें ेल‍आई ी‍ेो‍प जीेृत‍केों ा‍
गों ा‍है‍तो‍क्षनतपनूत व‍ाावा‍ेी‍प जीेरण‍स ख्ों ा‍उपभोतता‍ेे‍ें ोबाईल‍नमबर‍और/ों ा‍
ई-ें ेल‍आई ी‍पर‍ स ें  स‍ों ा‍ई-ें ेल‍ेे‍ें ाध्ों ें ‍से‍भेजी‍जाोें गी। 

 

8.9  अनजु्ञम्ततिारी/फ्र चाइजी‍प्रास धगे‍ववननों ें  ‍ेा‍स ाभव‍तथा‍ही‍वववरण‍ाेत‍ेहुोें ‍क्षनतपनूत व‍
ेा‍ ाावा‍ ााों र‍ ेरने‍ ेी‍ दाना े‍ से‍ 45‍ दान ‍ ेे‍ भीतर‍ क्षनतपनूत व‍ ा गे।‍ क्षनतपनूत व‍ ेे‍
अस्वीेार‍ ेे‍ ें ाें ल ‍ ें  , अनजु्ञम्ततिारी/फ्र चाइजी‍ क्षनतपनूत व‍ ेा‍ ाावा‍ ााों र‍ ेरने‍ ेी‍
दाना े‍से‍45‍दान ‍ेे‍भीतर‍क्षनतपनूत व‍ेे‍प्रत्ोें े‍ााव‍ेेे‍स ब ि‍ें  ‍उधचत‍आाेश‍पाररत‍
ेरेगा।‍ऐसे‍सभी‍आाेश‍अनजु्ञम्ततिारी/फ्र चाइजी‍ेी‍वबेसाइे‍पर‍प्राभशवत‍केों ‍ेजाोें गे‍
और‍साथ‍ही‍उपभोतता‍ेो‍सधूचत‍केों ा‍जाोें गा। 

 

8.10  अनजु्ञम्ततिारी‍ द्वारा‍ उपरोतत‍ ववननों ें ‍ 8.9‍ ेे‍ अनसुार‍ क्षनतपनूत व‍ ेा‍ भगुतान‍ केों ‍े
जाने‍ ें  ‍ ववफलता‍ ों ा‍ अनजु्ञम्ततिारी/फ्र चाइजी‍ ेे‍ ननणवों ‍ से‍ उपभोतता‍ ेी‍ अस तषु्ेी‍
भशेाों त‍ ें ानी‍ जाोें गी, म्जसे‍ स ब धित‍ उपभोतता‍ भशेाों त‍ ननवारण‍ ें  च‍ द्वारा‍
राववववआ‍(भशेाों त ‍ेे‍ननवारण‍हेत‍ुें ागव‍ाशवे ‍भसद्धान्त)‍ववननों ें , 2008‍सें ों -सें ों ‍
पर‍ पर‍ स शोधित‍ ों ा‍ इस‍ प्रों ोजनाथव‍ आों ोग‍ द्वारा‍ ननदावष्े‍ ेोई‍ अन्ों ‍ ववननों ें ‍ ें  ‍
ननिावररत‍प्रकक्रों ा‍ेे‍अनसुार‍व्ों वहृत‍व‍ननणीत‍केों ा‍जाोें गा। 

 

8.11  ों दा‍भशेाों त‍ननवारण‍फोरें , क्षनतपनूत व‍ेी‍राभश‍ननिावररत‍सें ों ‍ें  ‍तों ‍नही ‍ेरता‍है‍
ों ा‍पीर्ड़त‍उपभोतता‍इसेे‍ननणवों ‍से‍स तषु्े‍नही ‍है, तो‍वह‍ववद्ों तु‍लोेपाल‍ेे‍ों हा ‍
अभभगें न‍ेे‍भल ‍स्वत त्र‍होगा, जो‍के‍प्रेरण‍ेो‍व्ों वहृत‍ेर, राववववआ‍(वववाा ‍ेा‍
ववद्ों तु‍ लोेपाल‍ द्वारा‍ ननपेारा‍ )‍ ववननों ें , 2010‍सें ों -सें ों ‍ पर‍ पर‍ स शोधित‍ ों ा‍
इस‍प्रों ोजनाथव‍आों ोग‍द्वारा‍ननदावष्े‍ेोई‍अन्ों ‍ववननों ें ‍ेे‍अन्तगवत‍ननणीत‍ेरेगा। 

 

8.12  पीर्ड़त‍उपभोतता‍अनजु्ञम्ततिारी, फोरें ‍ों ा‍ववद्ों तु‍लोेपाल‍ेे‍सें क्ष‍इन‍ववननों ें  ‍ेे‍
अन्तगवत‍क्षनतपनूत व‍ेे‍भल ‍ाावा‍ेरने‍ेे‍भल ‍ेोई‍शलुे‍भगुतान‍ेरने‍ेा‍ााों ी‍नही ‍
होगा। 

 

8.13  ऐसी‍ क्षनतपनूत व‍ ेा‍ भगुतान, इन‍ ववननों ें  ‍ ें  ‍ ननिावररत‍ केों ‍े गोें ‍ ें ापा्‍  ‍ ेो‍ परूा‍
ेरने‍ ें  ‍ अनजु्ञम्ततिारी‍ ेे‍ ववफल‍ रहने‍ पर‍ अधिरोवपत‍ केों ‍े जा‍ सेने‍ वाली‍ केसी‍
शाम्स्त‍ों ा‍प्रवनत वत‍केों ‍ेजा‍सेने‍वाले‍अभभों ोजन‍ेो‍बबना‍प्रनतेूल‍प्रभाववत‍केों ‍े
होगा। 

 

8.14 इन‍ ववननों ें  ‍ ेे‍ तहत‍् क्षनतपनूत व‍ ेा‍ ाावा‍ ेरने‍ ेे‍ भल , पीर्ड़त‍ उपभोतता‍ ेो‍
ेाों वाक्षता‍ ेे‍ ें ापा्‍  ‍ ेे‍ प्रत्ोें े‍ पेराें ीेर‍ ेे‍ भल ‍ इन‍ ववननों ें  ‍ ें  ‍ ाी‍ गई‍
सें ों ावधि‍सें ातत‍होने‍ेे‍30‍दान ‍ेे‍भीतर‍ाावा‍ााों र‍ेरना‍होता‍है। 

 

9.  अनजु्ञक्ततिारी्‍के्‍उतरदानयत्ि 

 

9.1  ेाों वाक्षता‍ेे‍ें ापा्‍  ‍ेी‍ररपो वे‍ेा‍प्रस्ततुीेरण‍ 
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(े)‍ अनजु्ञम्ततिारी/फ्र चाइजी‍ववतीों ‍वषव‍ेे‍ाौरान‍प्रत्ोें े‍नतें ाही‍ेे‍अन्त‍पर‍45‍
दान‍ ेे‍ भीतर‍ नतें ाही‍ ररपो वे‍ आों ोग‍  व ‍ ववद्ों तु‍ लोेपाल‍ ेो‍ इसेा‍
वास्तववे‍ ननष्पाान, इन‍ ननों ें  ‍ ेे‍ साथ‍ स लग्न‍ आरूप ,  सओपी-1‍ से‍
 सओपी-4‍ें  ‍इ धगत‍ेरत‍ेहुोें ‍प्रस्ततु‍ेरेगा।‍ोें ‍आरूप‍नीचे‍ों था‍सचूीबद्ध‍है। 

 

 सओपी-1‍हेलप‍ से्े‍ेी‍स्थापना 
 

 सओपी-2‍उपभोतता‍भशेाों त ‍और‍भसस्ेें ‍ववश्‍वसनीों ता‍परैाें ीेसव 
 

 सओपी-3‍स ात‍क्षनतपनूत व‍ेा‍वववरण 

 

 सओपी-4‍अनसुचूी‍-I‍ेे‍अनसुार‍भसस्ेें ‍ववेास‍ेोष‍ेा‍वववरण 

 

(ि)‍ अनजु्ञम्ततिारी/फ्र चाइजी‍ उपरोतत‍ 9.1 (े)‍ ेे‍अनसुार‍ ननमन‍ ेो‍ अ केत‍ ेरत‍े
हुोें , नतें ाही‍ररपोेों‍ेे‍साथ, ररपो वे‍भी‍प्रस्ततु‍ेरेगा। 

 

1. ेाों वाक्षता‍ें  ‍सिुार‍हेत‍ुकेों ‍ेगोें ‍उपाों , 

 

2. ननिावररत‍लक्ष्ों  ‍ेो‍प्रातत‍नही ‍केों ‍ेजाने‍ेे‍ेारण, ों दा‍ेोई‍हो‍। 

 

(ग)‍ आों ोग‍ सें ों -सें ों ‍ पर‍ आवश्‍ों े‍ होने‍ पर‍ पथृे‍ आाेश‍ से‍ आरूप ‍ ेो‍
स शोधित‍ेर‍सेता‍हैं।‍ 

 

9.2  भशेाों त ‍ और‍ क्षनतपनूत व‍ ेे‍ भलोें ‍ ााव‍े से‍ स ब धित‍ ररपोेों‍ ेा‍ सजृन‍ ेरने‍ ेे‍ भलोें ‍
अनजु्ञम्ततिारी/फ्र चाइजी, इन‍ववननों ें  ‍ेी‍अधिसचूना‍ेी‍दाना े‍से‍6‍ें ाह‍ेे‍भीतर, 

अपनी‍ वेबसाइे‍ पर‍ ररपो वे‍ सजृन‍ फे्रें व वे ‍ ेा‍ ववेास‍ ेरेगा।‍ ऐसी‍ ररपोेों‍ ेो‍ भेाे‍
परैाें ीेसव‍ सदहत‍ परन्त‍ु भशेाों त‍ ेा‍ प्रेार, भशेाों त‍ ेी‍ म्स्थनत, र् वीजन‍ ेा‍ नाें , 

भशेाों त‍स ख्ों ा, क्षनतपनूत व‍ाावा‍स ख्ों ा‍ों ा‍सें ों -सें ों ‍पर‍आों ोग‍द्वारा‍ननाेभशत‍ते‍
सीभें त‍नही , ेे‍आिार‍पर‍कक्रों ाशील‍रूप‍से‍समृ्जत‍ेी‍जाोें गी।‍ररपो वे‍सजृन‍फे्रें व वे ‍
ेो‍आों ोग‍ों ा‍आों ोग‍द्वारा‍प्राधिेृत‍व्ों म्तत‍द्वारा‍अनेुं ोदात‍केों ा‍जाोें गा। 

 

9.3  अनजु्ञम्ततिारी/फ्र चाइजी‍ उपभोतता‍ ेी‍ भशेाों त ‍ ेे‍ स चालन‍ ेे‍ भलोें ‍ ेाों वप्रणाली-
पमु्स्तेा‍ प्रेाभशत‍ ेरेगा‍ और‍ अनजु्ञम्ततिारी/फ्र चाइजी‍ ेे‍ प्रत्ोें े‍ ेाों ावलों ‍ ें  ‍ इस‍े
उपभोतताओ ‍ेे‍स ाभव‍ेे‍भलोें ‍उपलब्ि‍ेराोें गा।‍पमु्स्तेा‍वेबसाइे‍से‍ ाउनलोड़‍ेरने‍
ों ोग्ों ‍भी‍होगी।‍इस‍पमु्स्तेा‍ें  ‍ननमनभलखित‍जानेारी‍होगीैः 

 

े)‍ भशेाों त‍ प जीेरण‍ ेे‍ चनैल-‍ ेाभें वे  ‍ ेा‍ वववरण, ेाों ावलों , भशेाों त‍ ेेन्र‍
और‍ इलेतरॉनने‍ भशेाों त‍ जैस‍े के‍  स ें  स/ई-ें ेल/ें ोबाइल‍  म्तलेेशन‍
आदा; 

 

ि)‍ ववननों ें ‍7‍ेो‍ध्ों ान‍ें  ‍रित‍ेहुोें ‍भशेों त ‍ेो‍स भालने‍ेी‍प्रकक्रों ा; 
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ग)‍ अनजु्ञम्ततिारी‍ ेे‍ ेतवव्‍ों ‍ और‍ ाानों त्व-‍ अनसुचूी-I‍ ‍ और‍ ‍ अनसुचूी-II‍ ‍ और‍
अनसुचूी-III‍ेे‍अनसुार‍ेाों वाक्षता‍ेे‍प्रत्ों ाभतू‍ें ापा्‍ , क्षनतपनूत व‍ेे‍वववरण‍
और‍सें ग्र‍ेाों वाक्षता‍ेे‍ें ापा्‍ ; और 

 

घ)‍ ेोई‍अन्ों ‍जानेारी‍जो‍उपभोतताओ ‍ेो‍प्रभाववत‍ेर‍रही‍हो। 

 

 )‍ पमु्स्तेा‍दहन्ाी‍और‍अ ग्रेजी‍भाषा‍ें  ‍प्रेाभशत‍ेी‍जाोें गी। 

 

9.4  अनजु्ञम्ततिारी/फ्र चाइजी‍ ेो‍ क्षनतपनूत व‍ ेी‍ स रचना, भशेाों त ‍ ेो‍ ााों र‍ ेरने‍ ेे‍ भलोें ‍
प्रकक्रों ा‍ेी‍जानेारी‍ ेे‍साथ‍ेाों वाक्षता‍  े ‍प्रत्ों ाभनूत‍ें ापा्‍  ‍ेो‍अपनी‍वबेसाइे‍
पर‍और‍प्रत्ोें े‍वषव‍जनवरी‍ व ‍जुलाई‍ेे‍ें ाह‍ें  ‍सें ाचार-पत्र ‍ें  ‍प्रेाभशत‍ेराना‍
चादहोें ।‍ों दा‍स भव‍हो, तो‍इस‍ेबबल ‍ेे‍पीछे‍भी‍प्रेाभशत‍केों ा‍जाोें गा‍ों ा‍बबल ‍ेे‍
साथ‍पथृे‍से‍हैं ‍आउे‍ववतररत‍केों ‍ेजा‍सेत‍ेहै। 

 

9.5  ववतरण‍ अनजु्ञम्ततिारी‍ ें ीर् ों ा, ेीवी, सें ाचार‍ पत्र, वेबसाइे‍ ेे‍ ें ाध्ों ें ‍ से‍ और‍
उपभोतता‍ सेवा‍ से‍ स ब धित‍ ेाों ावलों  ‍ ें  ‍ सचूना-पट्ट‍ पर‍ प्राभशवत‍ ेरेे‍ उपभोतता‍
अधिेार , ेाों वाक्षता‍ेे‍ें ापा्‍  , क्षनतपनूत व‍ेे‍प्राविान , भशेाों त‍ननवारण, ऊजाव‍ाक्षता‍
ेे‍उपाों  ‍और‍ववतरण‍अनजु्ञम्ततिारी‍ेी‍ेोई‍अन्ों ‍ों ोजना‍ेे‍बारे‍ें  ‍जानेारी‍ाेेर‍
प्रचार-प्रसार‍ेी‍व्ों वस्था‍ेरेगा। 

 

9.6  ववतरण‍अनजु्ञम्ततिारी‍फी रवार‍आउेेज‍ ेे ा, आउेेज‍ेो‍ेें ‍ेरने‍ेे‍भलोें ‍केों ‍ेगोें ‍
प्रों ास, ववद्ों तु‍ ेी‍ चोरी‍ ों ा‍ अनधिेृत‍ उपों ोग‍ ेो‍ रोेने‍ ों ा‍ ववद्ों तु‍ स ों  त्र, ववद्ों तु‍
लाइन ‍ों ा‍ें ीेर‍ेो‍नुे सान‍ों ा‍क्षनत‍तथा‍वषव‍ेे‍ाौरान‍प्रातत‍पररणाें  ‍ेो‍अपनी‍
वेबसाइे‍पर‍प्राभशवत‍ेरने‍ेी‍व्ों वस्था‍ेरेगा। 

 

9.7  अनजु्ञम्ततिारी‍इस‍तरह‍से‍अपने‍भसस्ेें ‍ेो‍र् जाइन‍ेरेगा‍ताके‍इन‍ववननों ें  ‍ें  ‍
उम्ललम्ख्त‍ें ापा्‍  ‍ेी‍पनूत व‍हो‍सेे। 

 

10  शलु्क्‍और्‍जुमाचना 
 

अनजु्ञम्ततिारी/फ्र चाइजी‍ ेी‍ इन‍ ववननों ें  ‍ ेे‍ अन्तगवत‍ भशेाों त/क्षनतपनूत व‍ ाावा‍ और‍
सीजीआर फ‍ों ा‍लोेपाल‍ेो‍क्षनतपनूत व‍ ेे‍ााव‍े ेे‍ ननवारण‍ेे‍ भलोें ‍आवाेन/भशेाों त‍ााों र‍
ेराने‍ेे‍भलोें ‍उपभोतता‍से‍ेोई‍शलुे‍नही ‍भलों ा‍जाोें गा/लाग‍ूनही ‍होगा। 

 

11.  घटनाओं्‍का्‍अपिजचन 

  

इन‍ववननों ें  ‍ेे‍अन्तगवत‍ननिावररत‍ेाों वाक्षता‍ेे‍ें ापा्‍  ‍ेी‍प्रों मु्तत, ननमनभलखित‍घेनाओ ‍
ेी‍ाशा‍ें  ‍ननलम्मबत‍रहेगी। 
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(े)‍ अनजु्ञम्ततिारी‍ ेी‍ अधिष्िापनाओ ‍  व ‍ गनतववधिों  ‍ ेो‍ प्रभाववत‍ ेरने‍ वाली‍ फोसव‍
ें जै्ों ोर‍घेनाों  ‍जैस‍ेों दु्ध, ववरोह, नागररे‍स क्षोभ, उपरव, बाड़, चक्रवात, तफूान, बबजली, 
भूे मप‍ों ा‍अन्ों ‍बल‍और‍ह ताल, लॉेआउे;  

 

(ि)‍ धग्र ‍ ववफलता‍ ेे‍ ेारण‍ आउेेज‍ ों ा‍ केसी‍ भी‍ ेारण‍ से‍ राववप्रनन/प्रसारण‍
अनजु्ञम्ततिारी‍से‍आपनूत व‍ेा‍आउेेज; 

 

(ग)‍ आउेेज‍जो‍के‍राष्रीों ‍भार‍प्रेषण‍ेेन्र/क्षेत्रीों ‍भार‍प्रषेण‍ेेन्र/राज्ों ‍भार‍प्रेषण‍ेेन्र, 

र् स्ेॉें /फ्र चाइजी‍द्वारा‍प्रवनत वत‍केों ‍ेजात‍ेहै। 

 

12  उपभोतता्‍अचिकारों्‍का्‍सरंक्षण 

  

 इन‍ववननों ें  ‍ें  ‍ेुछ‍अन्तवववष्े‍होत‍ेहुोें ‍भी‍ोें ‍ववननों ें ‍केसी‍भी‍रूप‍ें  ‍उपभोतता‍स रक्षण‍
अधिननों ें , 2019 (2019‍ेा‍35‍वा ‍ेेन्रीों ‍अधिननों ें )‍सदहत‍अन्ों ‍ेाननू‍ेे‍अन्तगवत‍उपभोतता‍ेे‍
अधिेार ‍तथा‍ववशषेधिेार ‍ेो‍प्रनतेूलतैः‍प्रभाववत‍नही ‍ेर गे। 

 

13.  ननरसन्‍तथा्‍व्याक्तत: 
 

(1)  इन‍ववननों ें  ‍ें  ‍ेुछ‍अन्ों था‍होत‍ेहुोें ‍भी, ेो‍इन‍ननों ें  ‍ेे‍प्रवतृ‍होने‍पर‍राववववआ‍
(ववतरण‍ अनजु्ञम्ततिाररों  ‍ ेे‍ भल ‍ ेाों वाक्षता‍ ेे‍ ें ापा्‍ )‍ ववननों ें , 2014‍  तद्द्वारा‍
ननरभसत‍केों ा‍जाता‍है। 

 

(2)  ऐसे‍ ननरसन‍ ेर‍ दाोें ‍ जाने‍ पर‍ भी‍ ेाों वाक्षता‍ ेे‍ ें ापा्‍  ‍ ेी‍ बाध्ों ताओ ‍ ेो‍ परूा‍
ेरने‍ेे‍प्रों ोजन‍से‍ेुछ‍भी‍ केों ा‍गों ा‍ है‍ों ा‍ेोई‍ेाों ववाही‍ेी‍गों ी‍ है‍ों ा‍ केों ा‍
गों ा‍ें ाना‍जाता‍है, तो‍वह‍इन‍ववननों ें  ‍ेे‍सदृश‍प्राविान ‍ेे‍अन्तगवत‍केों ा‍हुआ‍
ें ाना‍जाोें गा। 

 

(3)  ननरसन‍ केों ‍े गोें ‍ ववननों ें  ‍ से‍ उपज‍े अधिेार ‍ तथा‍ ाानों त्व ‍ ेा‍ ननपेारा‍ ननरभसत‍
ववननों ें  ‍ेे‍ढ़ा चे‍ेे‍अन्तगवत‍केों ा‍जाोें गा। 

 

14.  कठिनाइयों्‍को्‍दरू्‍करने्‍की्‍शक्तत‍ 

 

ों दा‍ इन‍ ववननों ें  ‍ ेे‍ प्राविान ‍ ेो‍ प्रभावी‍ ेरने‍ ें  ‍ ेदिनाई‍ उत्पन्न‍ होती‍ है, तो‍ आों ोग‍
स्वप्रेरणा‍से‍ों ा‍ों ाधचेा‍केोें ‍जाने‍पर, साें ान्ों ‍ों ा‍वववषष्े‍आाेश‍से, ेदिनाई‍ेो‍ारू‍ेरने‍
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ेे‍भलोें ‍आवश्‍ों े‍प्रतीत‍होने‍वाले‍अधिननों ें ‍ेे‍प्राविान ‍से‍अस गत‍न‍होने‍वाले‍प्राविान‍
बना‍सेता‍है। 

 

15  सशंोिन्‍की्‍शक्तत  

 

 आों ोग‍केसी‍भी‍सें ों ‍इन‍ववननों ें  ‍ेे‍प्राविान ‍ेो, ेारण‍अभभभलखित‍ेरत‍ेहुोें ‍पररवनत वत, 

रूपान्तररत‍ों ा‍स शोधित‍ेर‍सेता‍है। 

 

16.  शशचथल्‍करने्‍की्‍शक्तत 

  

 आों ोग, साें ान्ों ‍ ों ा‍ ववशषे‍ आाेश‍ से, अभभभलखित‍ केोें ‍ जाने‍ वाले‍ ेारण ‍ से‍ तथा‍ प्रभाववत‍
होने‍वाले‍समभाववत‍पक्षेार ‍ेो‍सनुवाई‍ेा‍अवसर‍दाोें ‍जाने‍ेे‍बाा, इन‍ववननों ें  ‍ेे‍ केसी‍भी‍
प्राविान‍ें  , अपनी‍स्वों  ‍ेी‍प्रेरणा‍से‍ों ा‍केसी‍इच्छुे‍व्ों म्तत‍द्वारा‍इसेे‍सें क्ष‍आवाेन‍केों ‍ेजाने‍
पर, भशधथलता‍ाे‍सेता‍है। 

आयोग्‍की्‍आज्ञा्‍से, 
 

बी.‍ेे.‍ाोसी, 
सचर्ि। 

 

अनसुचूी‍-‍I 

 

अनजु्ञम्ततिारी‍ेे‍ेाों वाक्षता‍ेे‍गार ेीेृत‍ें ापा्‍ ‍ 

 

1.  आपनूतच्‍पनुः्‍र्ाल्ू‍करना 
 

1.1  शनू्ों ‍ेर्‍े‍होने‍ेी‍भशेाों त 

  

अनजु्ञम्ततिारी/फ्र चाइजी‍ें ीेर‍से‍पहल‍ेों ा‍ववतरण‍रान्सफाें वर‍पर‍ चेी/ लेी‍फ्ों जू,  ें सीबी‍
ेे‍ब्लोइ ग‍ऑफ‍हो‍जाने‍ों ा‍ें ीेर‍अथवा‍सवववस‍लाइन‍पर‍ढील‍ेेनेत‍शन‍ेे‍ेारण‍आपनूत व‍
स ब िी‍सें स्ों ा‍ेी‍ाशा‍ें  ‍उपभोतता‍द्वारा‍ाोष‍ेी‍ररपो वे‍केों ‍ेजाने‍ेे‍सें ों ‍से‍– 

 

े)‍ 2‍घ्‍ेे‍ें  ‍-‍प्रथें ‍शे्रणी‍शहर ‍ें   
 

ि)‍ 4‍घ्‍ेे‍ें  ‍-‍शहरी‍क्षेत्र ‍ें  ‍ 

 

ग) 8‍घ्‍ेे‍ें  ‍-‍ग्राें ीण‍क्षते्र ‍ें  ‍ 
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‍‍‍‍‍‍आपनूत व‍पनुैः‍चाल‍ूेरेगा। 

 

1.2  ओिर्‍हैड्‍लाइन/केबिल्‍खराि्‍हो्‍जाना 
  

ओवर‍है ‍लाइन/ेेबबल‍ेे‍िराब‍हो‍जाने‍पर‍अनजु्ञम्ततिारी/फ्र चाइजी‍ाोष‍होने‍ेे-‍‍ 

 

े)‍ 4‍घ्‍ेे‍ें  ‍-‍प्रथें ‍शे्रणी‍शहर ‍ें   
 

ि)‍ 6‍घ्‍ेे‍ें  ‍-‍शहरी‍क्षेत्र ‍ें  ‍ 

 

ग) 10‍घ्‍ेे‍ें  ‍-‍ग्राें ीण‍क्षते्र ‍ें  ‍ 

 

‍‍‍‍‍‍आपनूत व‍पनुैः‍चाल‍ूेरेगा। 

 

1.3  भशूमगत्‍केबिल्‍का्‍खराि्‍हो्‍जाना 
  

‍‍‍‍‍‍अनजु्ञम्ततिारी/फ्र चाइजी‍अपनी‍भभूें गत‍ेेबबल‍ेे‍िराब‍हो‍जाने‍पर‍ाोष‍होने‍ेे 

े)‍ 12‍घ्‍ेे‍ें  ‍-‍प्रथें ‍शे्रणी‍शहर ‍ें   
ि)‍ 24‍घ्‍ेे‍ें  ‍-‍शहरी‍क्षेत्र ‍ें  ‍ 

ग)‍ 36‍घ्‍ेे‍ें  ‍-‍ग्राें ीण‍क्षते्र ‍ें  ‍ 

‍‍‍‍‍‍‍आपनूत व‍पनुैः‍चाल‍ूेरेगा। 

 

1.4  ट्रान्सफामचर्‍की्‍विफलता 
  

रान्सफाें वर‍ेी‍ववफल‍हो‍जाने‍पर‍अनजु्ञम्ततिारी/फ्र चाइजी‍अपने‍नीच‍ेाी‍गों ी‍सें ों ‍सीें ा‍ें  ‍
आपनूत व‍पनुैः‍चाल‍ूेरेगा 

(े)‍ ववतरण‍रान्सफाें वर‍ेे‍ें ाें ल ‍ें   
i)‍        8‍घ्‍ेे‍ें  ‍-‍प्रथें ‍शे्रणी‍शहर ‍ें   
ii)‍ 8‍घ्‍ेे‍ें  ‍-‍शहरी‍क्षेत्र ‍ें  ‍ 

iii)‍‍ 24‍घ्‍ेे‍ें  ‍-‍ग्राें ीण‍क्षते्र ‍ें  ‍ 

     आपनूतव‍पनुैः‍चाल‍ूेरेगा। 

(ि)‍ पावर‍रान्सफाें वर ‍(33/11‍ेेवी)‍ेे‍ें ाें ल ‍ें  ‍ 

ववफलता‍होने‍से‍48‍घ्‍े ‍ें  ‍ 
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1.5  ननिाचररत्‍आउटेज 

  

े) लो ‍ शरे्  ग‍ ेो‍ छोड़ेर‍ ननिावररत‍ आउेेज‍ ेे‍ ेारण‍ ववद्ों तुापनूत व‍ ें  ‍ व्ों विान‍ ेो‍
अनजु्ञम्ततिारी‍द्वारा‍ननों ोम्जत‍शे- ाउन‍ेे‍भल ‍ेें ‍से‍ेें ‍24‍घ्‍ेे‍अधग्रें ‍रूप‍से‍
अधिसधूचत‍केों ा‍जाोें गा‍ व ‍उसी‍दान‍आपनते‍ें ाें ल ‍ें  ‍और‍ े‍दान‍ें  ‍7‍घ्‍ेे‍
से‍अधिे‍नही ‍होगा।‍साें ान्ों तों ा, आपनूतव‍साों  ‍6.00‍बज‍ेते‍पनुैः‍चाल‍ूेर‍ाी‍जानी‍
चादह ।‍ अनजु्ञम्ततिारी‍ ननों त‍ आउेेज‍ ेे‍ ाौरान‍ सभी‍ ननवारे‍ रिरिाव/‍ आवधिे‍
रिरिाव/सेवा‍ेनेत‍शन‍स ब धित‍गनतववधि‍ेरने‍ेी‍ों ोजना‍बनाोें गा।‍ननों त‍आउेेज‍
ेी‍ अधिसचूना‍ प्रभाववत‍ उपभोतताओ ‍ेो‍स्थानीों ‍ सें ाचार‍ पत्र/र् स्ेॉें ‍ ेी‍ वबेसाइे‍
पर‍प्राशवन‍द्वारा‍व्ों ापे‍प्रचार‍ेर‍अवगत‍ेराों ी‍जाोें गी।‍अधिसचूना‍ स ें  स‍ों ा‍
केसी‍ अन्ों ‍ इलेतरॉनने‍ ें ो ‍ ेे‍ ें ाध्ों ें ‍ से‍ प जीेृत‍ ें ोबाइल‍ नमबर‍ पर‍ भी‍ भेजी‍
जाोें गी। 

ि)‍ औद्ों ोधगे‍क्षते्र ‍ेे‍स घ ‍ेे‍पराें शव‍ेर‍स ब धित‍औद्ों ोधगे‍क्षते्र‍ेे‍साततादहे‍ब ा‍ेे‍
दान ‍ेे‍अलावा‍औद्ों ोधगे‍फी र ‍पर‍ननों ें ‍आउेेज/ननों ोम्जत‍शे ाउन‍नही ‍ भलों ा‍
जाोें गा। 

ग)‍ शहरी‍फी र ‍पर‍ननों त‍आउेेज/ननों ोम्जत‍शे ाउन‍ें  गलवार‍और‍शकु्रवार‍ेो‍छोड़ेर‍
नही ‍भलों ा‍जाोें गा। 

घ)‍ ग्राें ीण‍फी र ‍पर‍ननों त‍आउेेज/ननों ोम्जत‍शे ाउन‍बिुवार‍और‍शननवार‍ेो‍छोड़ेर‍
नही ‍भलों ा‍जाोें गा। 

ड़)‍ अगर‍132‍ेेवी‍सबस्ेेशन ‍ से‍ ों ोजनाबद्ध/ननों त‍आउेेज‍ है‍तो‍उनेी‍गनतववधि‍जैस‍े
के‍ ननवारे/आवधिे‍ रिरिाव/सेवा‍ ेनेत‍शन‍ स ब िी‍ गनतववधि‍ ेी‍ ों ोजना‍ बनाने‍ ेे‍
भलोें ‍र् स्ेॉें ‍(ें  )‍द्वारा‍इसेा‍उपों ोग‍केों ा‍जाोें गा। 

 

1.6  अननों ोम्जत‍आउेेज‍ों ा‍फाले‍ेे‍ें ाें ल ‍ें  , अनजु्ञम्ततिारी‍द्वारा‍उपभोतताओ ‍ेो‍ स ें  स‍
ेे‍ें ाध्ों ें ‍से‍ों ा‍केसी‍अन्ों ‍इलेतरॉनने‍ें ोड़‍द्वारा‍पनुैः‍आपनूत व‍ेे‍भलोें ‍अनेुं ाननत‍सें ों ‍
ेे‍ साथ‍ तत्ेाल‍ सचूना‍ ाी‍ जाोें गी।‍ ों ह‍ जानेारी‍ ववतरण‍ अनजु्ञम्ततिारी‍ ेे‍उपभोतता‍ सेवा‍
ेेन्र‍ें  ‍भी‍उपलब्ि‍होगी। 

 

2.  आपनूतच्‍की्‍गणुिता 
 

2.1  िोल्टेज्‍का्‍उतार-र्ढाि 
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अनजु्ञम्ततिारी/फ्र चाइजी‍केसी‍उपभोतता‍ेो‍आपनूत व‍ेे‍बबन्ा‍ुपर‍ननमनभलखित‍सीें ा‍ें  ‍वोलेेज‍
ेा‍स िारण‍ेरेगा: 
े)‍‍ +6%‍तथा‍-6%‍‍  ल‍ेी‍आपनूत व‍ेे‍ें ाें ल ‍ें  ‍ 

ि)‍‍ +6%‍‍तथा‍-9%‍‍  च‍ेी‍आपनूत व‍ेे‍ें ाें ल ‍ें  ‍ 

ग)‍ +10%‍‍तथा‍-12.5% ई चेी‍आपनूत व‍ेे‍ें ाें ल ‍ें  ‍ 

तथा‍वोलेेज‍ेे‍उतार-चढाव‍ेे‍ें ाें ल ‍ें  ‍सें स्ों ा‍ेा‍सें ािान‍नीचे‍ाी‍गों ी‍सें ों ‍सीें ा‍ेे‍
भीतर‍केों ा‍जाोें गा:- 

 

े)‍ ें लू‍ भशेाों त‍ ेे‍ 2‍ ेाों व‍ दावस ‍ ें  ‍ बशतें‍ के‍ ववतरण‍ प्रणाली/नेेव वे ‍ ेो‍ ेोई‍
ववस्तार/ववृद्ध/उन्नों न‍शाभें ल‍नही ‍है। 

ि)‍ 15‍दान ‍ें  , ों दा‍ेेवल‍ लेी‍लाइन‍ेा‍स विवन/उन्नों न‍और‍ववतरण‍रा सफाें वर‍ेी‍
क्षें ता‍ववृद्ध‍अपेक्षक्षत‍है। 

ग)‍ 60‍दान ‍ें  ‍ों दा‍नोें ‍ववतरण‍रा सफाें वर‍सबस्‍ेेशन‍ेी‍आवश्‍ों ेता‍है। 

घ)‍ उपभोतता‍ द्वारा‍ ररपोद िेंग‍ ेे‍ सें ों ‍ से‍ 120‍ दान ‍ ें  ‍ ों दा‍ नोें ‍ 33/11‍ ेेवी‍
सबस्ेेशन/33‍ेेवी‍सबस्ेेशन‍ेा‍स विवन‍अपके्षक्षत‍है। 

 

2.2  ववश्‍वसनीों ता‍सचूेा े  

 

े)‍ ववतरण‍अनजु्ञम्ततिारी‍सभी‍उपभोतताओ ‍ेो‍24X7‍ववद्ों तु‍ेी‍आपनूत व‍ेरेगा।‍तथावप, 

ेृवष‍जसैे‍उपभोतताओ ‍ेी‍ेुछ‍शे्रखणों  ‍ेे‍भलोें ‍ेें ‍घ े े‍ेी‍आपनूत व‍ननदावष्े‍ेी‍जा‍
सेती‍है। 

ि)‍ आपनूतव‍ व्ों विान‍ ब चें ा वे -‍ आपनूत व‍ व्ों विान‍ ब चें ा वे ‍ ेे‍ भलोें ‍ सबसे‍ छोेी‍ इेाई‍ 11‍
ेेवी‍फी र‍होगी।‍ननमनभलखित‍ब चें ा वे ‍ह ग‍े- 

i. 11‍ेेवी‍औद्ों ोधगे‍फी र-‍तीस‍ननरन्तर‍व्ों विान‍प्रनत‍छैः‍ें ाह‍ों ा‍पन्रह‍ननरन्तर‍
व्ों विान‍प्रनत‍नतें ाही। 

ii.        11‍ेेवी‍शहरी‍फी र-‍अ तालीस‍ननरन्तर‍व्ों विान‍प्रनत‍छैः‍ें ाह‍ों ा‍चैबीस‍ननरन्तर‍
व्ों विान‍प्रनत‍नतें ाही। 

iii. 11‍ेेवी‍ग्राें ीण‍फी र- नछों ासि‍ननरन्तर‍व्ों विान‍प्रनत‍छैः‍ें ाह‍ों ा‍ततैीस‍ननरन्तर‍
व्ों विान‍प्रनत‍नतें ाही। 

 

ग)‍ आपनूतव‍आउेेज‍अवधि‍ब चें ा वे -‍आपनूत व‍आउेेज‍अवधि‍ब चें ा वे ‍ेे‍भलोें ‍सबसे‍छोेी‍
इेाई‍11‍ेेवी‍फी र‍होगी।‍ननमनभलखित‍ब चें ा वे ‍ह ग‍े- 
i.    ‍11‍ेेवी‍औद्ों ोधगे‍फी र-‍सतर‍घ े े‍प्रनत‍छैः‍ें ाह‍ों ा‍पतै्तीस‍घ े े‍प्रनत‍नतें ाही। 



800                                            राजस्‍थान‍राज-पत्र,‍अप्रेल‍15,‍2021‍            ‍‍‍ भाग‍7‍  

ii.‍ ‍ ‍ 11‍ ेेवी‍ शहरी‍ फी र-‍  े‍ सौ‍ चालीस‍ घ े े‍ प्रनत‍ छैः‍ ें ाह‍ ों ा‍ सतर‍ घ े े‍ प्रनत‍
नतें ाही। 

iii.‍ 11‍ेेवी‍ग्राें ीण‍फी र-‍ाो‍सौ‍ास‍घ े े‍प्रनत‍छैः‍ें ाह‍ों ा‍ े‍सौ‍पा च‍घ े े‍प्रनत‍
नतें ाही। 

 

2.3 सफैी‍ और‍ स ैी‍ ेे‍ ब चें ा वे -‍ अनजु्ञम्ततिारी/फ्र चाइजी‍ क्षेत्र‍ ें  ‍ सफैी‍ और‍ स ैी‍ ेे‍ भलोें ‍
ननमनभलखित‍अिववावषवे /त्रेैं ाभसे‍ब चें ा वे ‍होगा‍- 

i.  सफैी‍-‍बीस‍व्ों विान‍प्रनत‍उपभोतता‍प्रनत‍छैः‍ें ाह‍ों ा‍ास‍व्ों विान‍प्रनत‍उपभोतता‍
प्रनत‍नतें ाही। 

ii.‍ स ैी‍ -‍ 30‍ घ े े‍ प्रनत‍ उपभोतता‍ प्रनत‍ छैः‍ ें ाह‍ ों ा‍ पन्रह‍ घ े े‍ प्रनत‍ उपभोतता‍ प्रनत‍
नतें ाही। 

 

सफैी्‍और्‍सडैी‍-‍सफैी‍और‍स ैी‍ेी‍गणना‍ननमनभलखित‍सतू्र‍ेे‍अनसुार‍छैः‍ें ाही/त्रेैं ाभसे‍
आिार‍पर‍अनजु्ञम्ततिारी/फ्र चाइजी‍क्षते्र‍ेे‍भलोें ‍ेी‍जाोें गी- 

 

n  

SAIFI= Σ (Ai x Ni)/Nt  

i=1  

 

n  

SAIDI= Σ (Bi x Ni)/Nt  

i=1 

 

          जहा , 
 

Ai= 6‍ ें हीने‍ ों ा‍ नतें ाही‍ ेे‍ भलोें , जैसी‍ भी‍ म्स्थनत‍ हो, ’आई’ अथ‍ फी र‍ पर‍ ननरन्तर‍
व्ों विान ‍ेी‍ेुल‍स ख्ों ा। 

 

Bi= 6‍ ें हीने‍ ों ा‍ नतें ाही‍ ेे‍ ाौरान, जैसी‍ भी‍ म्स्थनत‍ हो, ’आई’ अथ‍ फी र‍ पर‍ ननरन्तर‍
व्ों विान ‍ेी‍ेुल‍अवधि। 

 

Ni=‍ 6‍ें हीने‍ों ा‍नतें ाही‍ेे‍भलोें , जैसी‍भी‍म्स्थनत‍हो, ’आई’ अथ‍फी र‍पर‍उपभोतताओ ‍
ेी‍ेुल‍स ख्ों ा।‍(6‍ें हीने‍ों ा‍नतें ाही‍ेा‍औसत‍जैसी‍भी‍म्स्थनत‍हो) 

 

Nt= सभी‍फी र ‍पर‍उपभोतताओ ‍ेी‍ेुल‍स ख्ों ा। 
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n= अनजु्ञम्ततिारी‍क्षेत्र‍ें  ‍11‍ेेवी‍फी र ‍ेी‍स ख्ों ा। 
 

 

2.4  भारी‍उतार-चढ़ाव‍ों ा‍लाइन ‍ेे‍शा वे‍सक वे दे ग‍से‍बचन‍ेेे‍भलोें ‍भसस्ेें ‍ेी‍ववश्‍वसनीों ता 
 

(े)‍ अनजु्ञम्ततिारी/फ्र चाइजी, आपनूतव‍ वोलेेज‍ ें  ‍ भारी‍ उतार‍ -‍ चढ़ाव‍ ों ा‍ लाइन ‍ ेे‍ शा वे‍
सक वे दे ग‍ेे‍ेारण‍उपभोतताओ ‍ेे‍ववद्ों तु‍उपेरण ‍ेो‍होने‍वाली‍केसी‍भी‍तरह‍ेी‍
हानन‍से‍बचने‍ेे‍भलोें ‍भसस्ेें ‍ेा‍ननें ावण‍ेरेगा‍और‍ववश्‍वसनीों ‍बनाोें ‍रिेगा। 

(ि)‍ ों दा‍ केसी‍  लेी‍ फी र‍ पर‍ ेुछ‍ औद्ों ोधगे/प्रेरे‍ भार‍ भी‍ जुड़ा‍ हुआ‍ है, म्जसेे‍
पररणाें स्वरूप‍ ‍ उसी‍ फी र‍ पर‍ जुड़‍े अन्ों ‍ उपभोतताओ ‍ ेे‍ भलोें ‍ वोलेेज‍ ें  ‍
धगरावे/उतार-चढ़ाव‍होता‍है, ऐसे‍उपभोतताओ ‍ेो‍म्जनेे‍पास‍औद्ों ोधगे/प्रेरे‍भार‍है, 

अपने‍ स्वों  ‍ ेी‍ लागत‍ पर, ननेेतें ‍ रा सफाें वर/फी र‍ ेे‍ ि भे‍ से‍ अलग‍ फी र‍ ेे‍
ें ाध्ों ें ‍ से‍ आपनूत व‍ लेनी‍ होगी‍ ताके‍ अन्ों ‍ उपभोतताओ ‍ पर‍ इसेे‍ लो ‍ ेे‍ प्रभाव‍ से‍
बचा‍ जा‍ सेे‍ और‍ आों ोग‍ ेी‍ स्वीेृनत‍ से‍ र् स्ेॉें ‍ द्वारा‍ जारी‍ दाशा-ननाेश ‍ ेे‍
अनसुार‍आवश्‍ों े‍तेनीेी‍हस्तक्षेप‍भी‍केों ा‍जा‍सेे। 

 

2.5  अनजु्ञम्ततिारी/फ्र चाइजी‍इन‍ववननों ें  ‍ेी‍दाना े‍ेे‍6‍ें हीने‍ेे‍भीतर, ि  ‍2.2‍ेे‍अनसुार‍
ववश्‍वसनीों ता‍सचूेा े  ‍ेे‍स्वतैः‍ररेॉ व‍ेे‍भलोें ‍ते‍आईेी‍सक्षें ‍प्रणाली‍और‍ब चें ा वे ‍ेे‍
साथ‍तलुना‍सदहत‍ि्‍ ‍2.3‍ेे‍अनसुार‍सफैी‍ व ‍स ैी‍ेो‍सनुनम्श्चत‍ेरेगा।‍इस‍तरह‍ेे‍
आ ेड़ ‍ ेा‍ प्राशवन‍ अनजु्ञम्ततिारी/फ्र चाइजी‍ ेी‍ वेबसाइे/ें ोबाइल‍ ऐप‍ ेे‍ साथ-साथ‍ ननों ाें े‍
आों ोग‍पर‍भी‍उपलब्ि‍होना‍चादहोें । 

 

3.  मीटर्‍की्‍शशकायतें 
 

3.1  मीटर्‍का्‍परीक्षण 

 

ों दा‍ उपभोतता‍ ों ह‍ ररपो वे‍ ेरे‍ ेी‍ ें ीेर‍ सही‍ ढ ग‍ से‍ ेाें ‍ नही ‍ ेर‍ रहा‍ है‍ तो‍
अनजु्ञम्ततिारी‍ेो‍15‍दाना े‍ेा‍ े‍नोदेस‍दाों ा‍जा‍सेता‍है।‍अनजु्ञम्ततिारी, साइे‍
पर‍ें ीेर‍ेी‍शदु्धता‍ेा‍सत्ों ापन‍ेरेगा‍तथा‍आवश्‍ों े‍होने‍पर‍ें ीेर‍ेो‍उपभोतता‍
द्वारा‍ ररपो वे‍ केों ‍े जाने‍ ेी‍ दाना े‍ से‍ 15‍ दान ‍ ेे‍ भीतर‍ बालेगा।‍ उपभोतता‍ पर‍
आरोतों ‍ेारण ‍ेे‍ेारण‍ें ीेर‍िराब‍होने‍पर‍ररपोद िेंग‍ेे‍सें ों ‍उपभोतता‍से‍ेोई‍
परीक्षण‍ शलुे‍ नही ‍ भलों ा‍ जाोें गा‍ और‍ बाा‍ ेे‍ बबल ‍ ेे‍ ें ाध्ों ें ‍ से‍ उपभोतता‍ नोें ‍
ें ीेर‍ेी‍लागत/प्रनतभनूत‍और‍परीक्षण‍शलुे‍वसलूा‍जाोें गा। 
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3.2  िन्द/क्षनतग्रसत/जल्े‍हुये्‍मीटर्‍का्‍प्रनतसथापन 

 
बन्ा/क्षनतग्रस्त/जल‍ेहुोें ‍ें ीेर‍ेे‍ें ाें ल ‍ें  , ें ीेर‍ेो‍अनजु्ञम्ततिारी‍द्वारा‍इसेे‍पता‍
लगने‍ों ा‍उपभोतता‍द्वारा‍सचूना‍ाेने‍ेे‍दाना े‍से‍शहरी‍क्षेत्र ‍ें  ‍24‍घ्‍े ‍ेे‍भीतर‍
और‍ग्राें ीण‍क्षेत्र ‍ें  ‍72‍घ्‍े ‍ेे‍भीतर‍प्रनतस्थावपत‍ेर‍दाों ा‍जाोें गा। 

  

बशत‍े ेी‍जब‍ते‍ों ह‍ भसद्ध‍नही ‍हो‍जाता‍ेी‍उपभोतता‍द्वारा‍अधिे‍भार‍सदहत‍
केसी‍भी‍रूप‍ें  ‍ें ीेर‍ेे‍साथ‍छे छाड़‍ेी‍गों ी‍है‍ों ा‍उस‍ेक्षनतग्रस्त‍केों ा‍गों ा‍है, 

ऐसे‍ें ाें ल ‍ें  ‍अनजु्ञम्ततिारी/फ्र चाइजी‍ें ीेर‍ेो‍उपभोतता‍द्वारा‍ें ीेर‍ेी‍ेीें त‍ेे‍
प्रनत‍ें ीेर‍ेी‍प्रनतभनूत‍राभश‍जें ा‍ेरवाने‍पर‍24‍घ्‍ेे‍ेे‍अन्ार-अन्ार‍प्रनतस्थावपत‍
ेरेगा।‍ें ीेर‍ेे‍बन्ा/क्षनतग्रस्त/जल‍ेहोने‍ेे‍ेारण‍ेोई‍ेर्‍े‍न‍होने‍ेी‍भशेाों त‍
ेे‍ ें ाें ल ‍ ें  ‍ ें ीेर‍ेो‍अनजु्ञम्ततिारी/फ्र चाइजी‍ अनजु्ञम्ततिारी‍ द्वारा, उपभोतता‍द्वारा‍
ररपो वे‍ केों ‍े जाने‍ ों ा‍ अनजु्ञम्ततिारी‍ ेे‍ ध्ों ान‍ ें  ‍ आने‍ ेे‍ 24‍ घ्‍ेे‍ ेे‍ अन्ार-अन्ार‍
प्रनतस्थावपत‍केों ा‍जाोें गा। 

 

4.  मीटर/सविचस्‍लाइन्‍का्‍सथान्‍पररितचन 

 

4.1  मांग्‍पत्र 

  

अनजु्ञम्ततिारी/फ्र चाइजी‍आवेान‍प्रातत‍होने‍ेे‍15‍दान ‍ेे‍भीतर‍ननरीक्षण‍ेरेगा‍तथा‍
उपभोतता‍ेो‍अनेुं ाननत‍लागत‍सधूचत‍ेरेगा। 

 

4.2  मीटर्‍का्‍सथान्‍पररितचन 

  

अनजु्ञम्ततिारी/फ्र चाइजी‍ें ा ग‍पत्र‍ेी‍राभश‍तथा‍आवश्‍ों े‍ननबाविन/अनापनत‍प्रातत‍होने‍
पर‍ें ीेर‍ेा‍स्थान‍पररवनत वत‍ेरेगा 
े)‍ ‍7‍ेाों व‍दावस‍ें  ‍-‍  लेी‍उपभोतताओ ‍ेे‍ें ाें ल ‍ें   
ि)‍ 15‍ेाों व‍दावस‍ें  ‍-‍  च.ेी.‍व‍ई. च.ेी.‍उपभोतताओ ‍ेे‍ें ाें ल ‍ें  । 

 

4.3  सविचस्‍लाइन्‍का्‍सथान्‍पररितचन 

  

अनजु्ञम्ततिारी, ें ा ग‍ पत्र‍ ेी‍ राभश‍ तथा‍ आवश्‍ों े‍ ननबाविन/अनापनत‍ प्रातत‍ होने‍ पर‍
सवववस‍लाइन‍ेा‍स्थान‍पररवनत वत‍ेरेगा‍ 

े)‍ 15‍ेाों व‍दावस‍ें  ‍-‍  लेी‍उपभोतताओ ‍ेे‍ें ाें ल ‍ें   
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ि)‍ 1‍ें ाह‍ें  ‍-‍   च.ेी.‍उपभोतताओ ‍ेे‍ें ाें ल ‍ें  । 

 

5  नया्‍कनेत्‍शन्‍या्‍अनतररतत्‍भार्‍ठदया्‍जाना‍ 

  

अनजु्ञम्ततिारी/फ्र चाइजी‍भभन्न-भभन्न‍पररम्स्थनतों  ‍ें  ‍उपभोतताओ ‍ेी‍भभन्न-भभन्न‍शे्रखणों  ‍ेो‍
नोें ‍ेनेत‍शन, राववववआ‍(ववद्ों तु‍प्रााों ‍ेोड़‍तथा‍समबद्ध‍ें ाें ल )‍ववननों ें , 2021‍ें  ‍ववननदावष्े‍
ें ापा्‍  ‍ेे‍अनसुार‍ाेगा। 

 

6.  सिाशमत्ि्‍का्‍अन्तरण्‍तथा्‍शे्रणी्‍का्‍पररितचन 

  

स्वाभें त्व‍ अन्तरण‍ ों ा‍ शे्रणी‍ ेे‍ पररवतवन, जैसी‍ भी‍ म्स्थनत‍ है‍ ेे‍ प्रें ाणीेरण‍ ेे‍ आवश्‍ों े‍
ास्तावेज‍ प्रातत‍ होने‍ पर‍ अनजु्ञम्ततिारी/फ्र चाइजी‍ ेनेत‍शन‍ ेे‍ स्वाभें त्व‍ ेा‍ अन्तरण‍ ों ा‍
ववद्ों ें ान‍त त्र‍पर‍शे्रणी‍ेा‍पररवतवन‍1‍ें ाह‍ेे‍भीतर‍ेरेगा। 

7. ‍‍‍‍उपभोतता्‍बिल्‍की्‍शशकायत 

  

बबभल  ग‍ स ब िी‍ केसी‍ भशेाों त‍ ेे‍ ें ाें ल ‍ ें  ‍ उपभोतता‍ ेो‍ स ब धित‍ उपि्‍ ‍ अधिेारी‍ ों ा‍
बबभल  ग‍अधिेारी‍से‍व्ों म्ततश:‍भें लना‍चादह ‍ों ा‍ऑनलाइन‍हेलप‍ से्े‍प्रणाली‍ेे‍ें ाध्ों ें ‍से‍
भशेाों त‍ ेो‍ प जीेृत‍ ेराना‍ चादहोें ।‍ उपभोतता‍ ेो‍ प जीेरण‍ स ख्ों ा‍ ाी‍ जाोें गी।‍
अनजु्ञम्ततिारी/फ्र चाइजी‍बबभल ग‍ेी‍सें स्ों ा‍ेा‍सें ािान‍ननमन‍ेाों व‍दावस‍ेे‍भीतर‍ेरेगा; 
े)‍ 3‍ेाों व‍दावस‍-‍ ों दा‍ेोई‍सचूना‍स ग्रह‍नही ‍ेी‍जानी‍है। 

ि)‍ 7‍ेाों व‍दावस‍-‍ ों दा‍बबभल ग‍अधिेारी‍द्वारा‍केसी‍सचूना‍ेा‍स ग्रहण‍ 
    आवश्‍ों े‍हो। 

  

ों दा‍भशेाों त‍उधचत‍है‍तो‍अनजु्ञम्ततिारी/फ्र चाइजी‍बबल‍ेा‍भगुतान‍केों ‍ेजाने‍ेे‍भलोें ‍ननों त‍
नतधथ‍ेो‍बढ़ाों ेगा‍ताके‍उपभोतता‍ेो‍भगुतान‍ेे‍भल ‍ेें ‍से‍ेें ‍7‍ेाों व‍दावस‍ेा‍सें ों ‍
भें ल‍जाोें । 

 

8.  आपनूतच्‍का्‍विच्छेदन 

 

8.1  अनजु्ञम्ततिारी/फ्र चाइजी‍ उपभोतता‍ से, आों ोग‍ द्वारा‍ ों दा‍ ेोई‍ ववदहत‍ है, ववच्छेान‍
शलुे‍ ेे‍ साथ, अनरुोि‍ तथा‍ ाेों ताओ ‍ ेी‍ तलीों रेन्स‍ प्रातत‍ होने‍ पर‍ ननमनानसुार‍
आपनूत व‍ेा‍ववच्छेान‍ेरेगाैः 
े)‍‍ 3‍ेाों व‍दावस‍ें  ‍-‍प्रथें ‍शे्रणी‍शहर ‍ें  ‍‍ 

ि)‍ 7‍ेाों व‍दावस‍ें  ‍-‍शहरी‍क्षेत्र ‍ें  ‍‍ 
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ग)‍ 7‍ेाों व‍दावस‍ें  ‍-‍ग्राें ीण‍क्षेत्र ‍ें  ‍‍ 

8.2  स्थाई‍ ववच्छेान‍ ेी‍ ाषा‍ ें  ‍ अनजु्ञम्ततिारी/फ्र चाइजी‍ उपभोतता‍ ेो‍ ाेों ‍ रावष‍ जैसे‍
प्रनतभनूत‍ आदा‍ ेा‍ भगुतान‍ ेरेगा‍ तथा‍ ववच्छेान‍ ेी‍ नतधथ‍ ों ा‍ उपभोतता‍ द्वारा‍
अनजु्ञम्ततिारी/फ्र चाइजी‍ेो‍स्वीेाों व‍ाेों ताओ ‍ेा‍चुे ाों ा‍के ‍जाने‍ेी‍नतधथ, जो‍भी‍
बाा‍ें  ‍हो‍ेे‍7‍दान‍ेे‍भीतर‍’’अाेों ता‍प्रें ाण-पत्र’’ जारी‍ेरेगा। 

 

9.  विच्छेठदत्‍उपभोतता्‍को्‍विद्यतुापनूत च्‍पनुः्‍र्ाल्ू‍करना 
  

ववच्छेदात‍उपभोतता‍द्वारा‍ाेों ताओ ‍ेा‍भगुतान‍ेर‍दाोें ‍जाने‍पर‍अनजु्ञम्ततिारी/‍फ्र चाइजी‍6‍
ेाों व‍ घ्‍े ‍ ें  ‍ ववद्ों तुापनूत व‍ पनुैः‍ चाल‍ू ेरेगा।‍ ों दा‍ आिारभतू‍ स रचना‍ ेे‍ ननें ावण‍ ेी‍
आवश्‍ों ेता‍है, तो‍ों ह‍राववववआ‍(ववद्ों तु‍प्रााों ‍ेोड़‍और‍समबद्ध‍ें ाें ल )‍ववननों ें , 2021‍ें  ‍
दाोें ‍गोें ‍सें ों ‍ेे‍अनसुार‍होगा।‍ 

10.  बिलों्‍का्‍पररदान/प्रेर्ण्‍ 

 

अनजु्ञम्ततिारी/फ्र चाइजी‍राववववआ‍(ववद्ों तु‍प्रााों ‍ेो ‍और‍समबद्ध‍ें ाें ल )‍ववननों ें , 2021‍ें  ‍
ाी‍गई‍सें ों सीें ा‍ेे‍अनसुार‍उपभोतताओ ‍ेो‍बबल ‍ेी‍ताें ील‍ेराोें गा। 

 

ों दा‍ उपभोतता‍ ेो‍ राववववआ‍ (ववद्ों तु‍ प्रााों ‍ ेो ‍ और‍ समबद्ध‍ ें ाें ल )‍ ववननों ें , 2021‍ ें  ‍
ननदावष्े‍सें ों ‍रेिा‍ेे‍भीतर‍प्रथें ‍बबल‍प्रातत‍नही ‍होता‍ है, तो‍वह‍भलखित‍रूप‍ें  , ववतरण‍
अनजु्ञम्ततिारी‍ेो‍भशेाों त‍ेर‍सेता‍है‍और‍ववतरण‍लाइस सिारे‍सात‍दान ‍ेे‍भीतर‍बबल‍
जारी‍ेरेगा। 

 

ों दा‍ेोई‍बबल‍साि‍दान ‍से‍अधिे‍ेी‍ाेरी‍से‍ताें ील‍ेराों ा‍जाता‍है, तो‍उपभोतताओ ‍ेो‍
राववववआ‍(ववद्ों तु‍प्रााों ‍ेो ‍और‍समबद्ध‍ें ाें ल )‍ववननों ें , 2021‍ेे‍अनसुार‍छूे‍ाी‍जाोें गी। 
 

 

अनसुचूी‍-‍II 

अनजु्ञक्ततिारी/फ्रें र्ाइजी्‍द्िारा्‍देय्‍क्षनतपनूत च 
 

ववननों ें  ‍ेी‍अनसुचूी-I‍ें  ‍ननिावररत‍ेाों वाक्षता‍ेे‍प्रत्ों ाभतू‍ें ापा्‍  ‍ेो‍अनजु्ञम्ततिारी/‍फ्र चाइजी‍ेे‍
परूा‍ेरने‍ें  ‍ववफल‍रहने‍पर‍अनजु्ञम्ततिारी/फ्र चाइजी‍द्वारा‍उपभोतता‍ेो‍ननमनभलखित‍क्षनतपनूत व‍ाेों ‍
होगी: 
 

ि.स.ं 
अनसुरू्ी-1 की्‍
सदंभच्‍सखं्या 

कायचदक्षता्‍के्‍मापदण्ड 
प्रत्येक्‍प्रभावित्‍उपभोतता्‍

को्‍सदेंय्‍क्षनतपनूत च 
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1. आपनूतव‍पनुैः‍चाल‍ूेरना 
 

1 1.1 शनू्ों ‍ेर्‍े‍होने‍ेी‍भशेाों त रू.‍75‍ लेी‍ेे‍भल  

रू.‍150‍ चेी‍ेे‍भल  

2 1.2 ओवर‍है ‍लाइन/ेेबबल‍िराब‍हो‍जाना रू.‍75‍ लेी‍ेे‍भल  

रू.‍150‍ चेी‍ेे‍भल  

3 1.3 भभूें गत‍ेेबबल‍िराब‍हो‍जाना रू.‍75‍ लेी‍ेे‍भल  

रू.‍150‍ चेी‍ेे‍भल  

4 1.4 ववतरण‍और/ों ा‍पावर‍रान्सफाें वर‍ववफलता रू.‍150‍ लेी‍ेे‍भल  

रू.‍450‍ चेी‍ेे‍भल  

5 1.5 ननिावररत‍आउेेज‍ 

i.‍24‍घ्‍ेे‍ेे‍नोदेस‍ें  ‍र् फाले 

ii. 7‍घ्‍ेे‍ेी‍अवधि‍से‍अधिे 

रू.‍75‍ लेी‍ेे‍भल  

2. आपनूतव‍ेी‍गणुवता 
6 2.1 वोलेेज‍ेा‍उतार-चढ़ाव रू.‍150‍ लेी‍ेे‍भल  

रू.‍450‍ चेी‍ेे‍भल  

7 2.2 i.‍आपनूत व‍ें  ‍व्ों विान 5‍रूपोें ‍प्रनत‍व्ों विान‍ों दा‍
ब चें ा वे ‍से‍अधिे‍है 

 

ii. आपनूतव‍आउेेज‍अवधि 5‍रूपोें ‍प्रनत‍घ े ा‍ों ा‍उसेे‍
भाग‍ ेे‍ ों दा‍ ब चें ा वे ‍
अधिे‍है 

 

8 2.3 i.‍सफैी 
ii.‍स ैी 
 

अनजु्ञम्ततिारी/फ्र चाइजी‍
द्वारा‍  े‍ अलग‍ भसस्ेें ‍
 वेलें  े‍ फ्‍ ‍ स िाररत‍
केों ा‍ जाोें गा‍ म्जसें  ‍ सफैी‍
और‍ स ैी‍ ेे‍ ें ापा्‍ ‍ ें  ‍
प्रत्ोें े‍ र् फॉले‍ ेे‍ प्रनत‍
सफैी‍ ेे‍ भलोें ‍ 0.5‍ ेरोड़‍
रूपोें ‍और‍स ैी‍ेे‍भलोें ‍0.5‍
ेरोड़‍ रूपोें ‍ त्रेैं ाभसे‍ जें ा‍
केों ा‍ जाोें गा।‍ ननधि‍ ेा‍
उपों ोग‍ ननों ाें े‍ आों ोग‍
ेी‍ पवूव‍ स्वीेृनत‍ ेे‍ साथ‍
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केों ा‍जाोें गा। 
9 2.4 

सतलाई‍ें  ‍भारी‍
उतारी‍चढ़ाव‍ों ा‍
लाइन ‍ ेी‍ शा वे‍
सक वे े‍ होने‍ ेे‍
ेारण‍ हुई‍
हाननों  ‍ ेी‍
क्षनतपनूत व 

प िा‍ब्लैे ‍ व ‍व्हाइे‍ेीवी, भें तसी  1000‍रूपोें  

र गीन‍ ेीवी, अद्धव‍ स्वचाभलत‍ वाभश  ग‍
ें शीन, कफ्रज  

2000‍रूपोें  

पणूव‍स्वचाभलत‍वाभश  ग‍ें शीन, ेमतों ूे र, 
 ों र‍  े  ीशनर  

4000‍रूपोें  

ठटतपणीः‍आपनूत व‍ें  ‍भारी‍उतार-चढ़ाव‍ों ा‍लाइन ‍ेी‍शा वे‍सक वे दे ग‍ेे‍ेारण‍हुई‍हाननों  ‍ेे‍भलोें ‍
क्षनतपनूत व‍व्ों म्ततों  ‍ेो‍जब‍ही‍ाेों ‍होगी‍ों दा‍घेना‍ े‍फी र‍पर‍पा च‍से‍अधिे‍उपभोतताओ ‍
ेो‍ प्रभाववत‍ ेरती‍ है‍ और‍ अनजु्ञम्ततिारी‍ द्वारा‍ क्षनतग्रस्त‍ उपेरण ‍ ेे‍ भौनते‍ सत्ों ापन‍ ेे‍
अध्ों ािीन‍होगी।‍ 

3. ें ीेर‍ेी‍भशेाों त  
 
10 

3.1 

ें ीेर‍ेा‍परीक्षण  रू.‍200‍ लेी‍ेे‍भल  

रू.‍500‍ चेी‍ेे‍भल  

रू.‍1000‍ई चेी‍ेे‍भल  

11 

3.2 

बन्ा/ाोषपणूव/जल‍ेहुोें ‍ें ीेर‍ेा‍प्रनतस्थापन
  

 

राववववआ‍ (ववद्ों तु‍ प्रााों ‍
ेोड़‍ और‍ समबद्ध‍ ें ाें ल )‍
ववननों ें , 2021‍ेे‍अनसुार 

12 

3.2 

ें ीेर‍ ेे‍ ेारण‍ शनू्ों ‍ ेर े‍ होने‍ ेी‍
भशेाों त  

रू.‍200‍ लेी‍ेे‍भल  

रू.‍500‍ चेी‍ेे‍भल  

रू.‍1000‍ई चेी‍ेे‍भल  

4. ें ीेर/सवववस‍लाइन‍ेा‍स्थान‍पररवतवन 

13 4.1 ें ा ग‍पत्र  रू.‍75‍ लेी‍ेे‍भल  

रू.‍150‍ चेी‍ेे‍भल  

रू.‍300‍ई चेी‍ेे‍भल  

14 4.2 ें ीेर‍ेा‍स्थान‍पररवतवन  रू.‍75‍ लेी‍ेे‍भल  

रू.‍150‍ चेी‍ेे‍भल  

रू.‍300‍ई चेी‍ेे‍भल  

15 4.3 सवववस‍लाइन‍ेा‍स्थान‍पररवतवन  रू.‍75‍ लेी‍ेे‍भल  

रू.‍150‍ चेी‍ेे‍भल  
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5. नों ा‍ेनेक्षन/अनतररतत‍पावर‍ेा‍दाों ा‍जाना 
16 5 नों ा‍ ेनेक्षन/अनतररतत‍ पावर‍ ेा‍ दाों ा‍

जाना  

रू.‍300‍ लेी‍ेे‍भल  

रू.‍750‍ चेी‍ेे‍भल  

रू.‍1500‍ई चेी‍ेे‍भल  

6. स्वाभें त्व‍ेा‍अन्तरण‍ों ा‍शे्रणी‍ेा‍पररवतवन 
17 6 स्वाभें त्व‍ ेा‍ अन्तरण‍ ों ा‍ शे्रणी‍ ेा‍

पररवतवन  

रू.‍75‍ लेी‍ेे‍भल  

रू.‍150‍ चेी‍ेे‍भल  

रू.‍300‍ई चेी‍ेे‍भल  

7. उपभोतता‍बबल‍ेी‍भशेाों त 

18 7 बबभल  ग‍ेी‍भशेाों त‍ेा‍सें ािान‍  रू.‍75‍ लेी‍ेे‍भल  

रू.‍150‍ चेी‍ेे‍भल  

रू.‍300‍ई चेी‍ेे‍भल  

8. आपनूतव‍ेा‍ववच्छेान 
19 8.1 आपनूतव‍ेा‍ववच्छेान  रू.‍75‍ लेी‍ेे‍भल  

रू.‍150‍ चेी‍ेे‍भल  

रू.‍300‍ई चेी‍ेे‍भल  

20 8.2 अाेों ता‍प्रें ाण‍पत्र‍जारी‍ेरना  रू.‍500‍ लेी‍ेे‍भल  

रू.‍1000‍ चेी‍ेे‍भल  

रू.‍2000‍ई चेी‍ेे‍भल  

9. ववच्छेदात‍उपभोतता‍ेो‍ववद्ों तुापनूत व‍पनुैः‍चाल‍ूेरना 
21 9 ववच्छेदात‍उपभोतता‍ेा‍ ववद्ों तुापनूत व‍पनुैः‍

चाल‍ूेरना  

रू.‍500‍ लेी‍ेे‍भल  

रू.‍1000‍ चेी‍ेे‍भल  

रू.‍2000‍ई चेी‍ेे‍भल  

10. बबल ‍ेा‍परराान/प्रेषण 

 

22 10 बबल ‍ेा‍परराान/प्रेषण  रू.‍25‍ लेी‍ेे‍भल  

रू.‍50‍ चेी‍ेे‍भल  

रू.‍75‍ई चेी‍ेे‍भल  

  

देतपणीैः-‍ ों दा‍ अनजु्ञम्ततिारी/फ्र चाइजी‍ ने‍ भशेाों त‍ ेे‍ सें ािान‍ ें  ‍ ननिावररत‍ से‍ ाो‍ गणुा‍ ते‍
सें ों ‍भलों ा‍है, तो‍क्षनतपनूत व‍ेी‍ऊपर‍वखणवत‍राभश‍ों थावत‍्रहेगी, उसेे‍बाा‍क्षनतपनूत व‍
ेी‍राभश‍ऊपर‍ननिावररत‍राभश‍ेी‍ाो‍गणुा‍होगी। 
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अनसुचूी‍-‍III 

 

अनजु्ञम्ततिारी/फ्र चाइजी‍ेे‍भलोें ‍ेाों वाक्षता‍ेे‍सें ग्र‍न्ों नूतें ‍ें ापा्‍  

 

क्र.स .  अनसुचूी‍-‍II‍ें  ‍‍ों था‍उम्ललखित‍गनतववधि सें ग्र‍ न्ों नूतें ‍ ाक्षता‍ ेे‍
त्रेैं ाभसे‍ें ापा्‍  

1 शनू्ों ‍ेर े‍होने‍ेी 95‍प्रनतशत 

 

2 अन्ों ‍गनतववधिों ा  90‍प्रनतशत 

3 सफैी अनसुचूी-I‍ ेे‍ अनसुार‍ प्रातत‍
केों ‍ेजाने‍वाले 

4 स ैी अनसुचूी-I‍ ेे‍ अनसुार‍ प्रातत‍
केों ‍ेजाने‍वाले 

 

 
ववतरण‍ सओपी‍ररपोद िेंग‍प्रारूप 

हेलप‍ से्े‍ेी‍स्थापना 
 सओपी-1 

अनजु्ञम्ततिारी/फ्र चाइजी‍ेा‍नाें  

 

क्र.
स . 

वतृ‍ेा‍
नाें / 

फ्र चाइजी‍
ेा‍क्षते्र 

स्थावपत‍
केों े‍जाने‍
वाले‍हेलप‍
 से्े ‍ेी‍

ेुल‍स ख्ों ा 

पहल‍ेसे‍
ही‍

स्थावपत‍
हेलप‍

 से्े ‍ेी‍
स ख्ों ा 

अवधि‍
ेे‍‍

ाौरान‍
स्थावपत‍

हेलप‍
 से्े ‍

ेी‍
स ख्ों ा 

स्थावपत‍
हेलप‍

 से्े‍ेी‍
ेुल‍

स ख्ों ा‍
(4+5) 

अभी‍
स्थावपत‍

केों े‍
जाने‍वाले‍

हेलप‍
 से्े‍(3-

6)  

हेलप‍
 से्े‍

से‍जु े े़‍
उपभो
तताओ ‍

ेी‍
स ख्ों ा 

क्षेत्र‍ें  ‍
उपभोतता

ओ ‍ेी‍
ेुल‍स ख्ों ा 

1 2 3 4 5 6 7 8 9 

1 
        

‍2 
        

‍3 
        

‍4 
        

‍5 
        

‍6 
        

‍7 
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‍8 
        

 ों ोग  
       

 

 

(पानाें ‍सदहत‍हस्ताक्षर) 
 

 

ववतरण‍ सओपी‍ररपोद िेंग‍प्रारूप 

 सओपी-2‍े 

 

उपभोतता‍ेी‍भशेाों त ‍और‍भसस्ेें ‍ेी‍ववश्‍वसनीों ता‍ेे‍ें ापा्‍  

अनजु्ञम्ततिारी/फ्र चाइजी‍ेा‍नाें  

 

े.‍व्ों म्ततगत‍उपभोतता‍भशेाों त 
क्र.
स . 

अनसुू
ची-I‍
ेी‍
स ाभव‍
स ख्ों ा 

 सओपी‍
ेे‍
ें ापा्‍  

आगे‍
लाों ी‍
गों ी‍
भशेाों 
त  

अवधि‍
ेे‍ाौरान‍
प्रातत 

ेुल‍
भशेाों 
त ‍
(4+5) 

सें ों ‍
ें  ‍
ननवार
ण‍ ेी‍
गों ी‍
भशेाों 
त ‍ ेी‍
स ख्ों ा‍
(6‍ ें  ‍
से) 

सें ों ‍ ें  ‍
भशेाों त ‍
ेे‍
ननवारण‍
ेा‍
प्रनतशत‍
(7/6*100) 

सें ों ‍
ेे‍
उपरा
न्त‍
ननवा
रण‍
ेी‍
गों ी‍
भशेा
ों त ‍
ेी‍
स 
ख्ों ा‍
(6‍ ें  ‍
से) 
 

ननवार
ण‍ ेी‍
गों ी‍
ेुल‍
भशेा
ों त ‍
(7+9) 

लम्मब
त‍
भशेा
ों त ‍
(6-10)

  

अनसुू
ची-III‍
ेे‍
अनसुा
र‍
न्ों नूत
ें ‍
सें ग्र‍
ेाों वा
क्षता‍
लक्ष्ों  

तों ा‍
सें ग्र‍

ें ापा्‍ ‍
प्रातत‍

केोें ‍गोें ‍
है‍

(हााँ/नही ) 
 

1 2 3 4 5 6 7 8 9 10 11 12 13 

1 1.1 शून्‍ों ‍
ेरन्‍े‍
होने‍ ेी‍
भशेाों त 

          

2 1.2 ओवर‍
है ‍
लाईन/ओ
वरहै ‍
ेेबबल‍
िराब‍ हो‍
जाना 

          

3 1.3 भूभें गत‍
ेेबबल‍
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िराब‍ हो‍
जाना
  

4 1.4 ववतरण‍
और/ों ा‍
पावर‍
रा सफाें व
र‍
ववफलता 

          

5 1.5 24‍ घ े े‍
ेी‍
सूचना‍
ें  ‍ननों त‍
आउेेज‍
र् फाले 

          

6 1.5 7‍ घ े े‍
ेी‍
अवधि‍
से‍
अधिे‍
ेा‍
ननों त‍
आउेेज 

          

7 2.1 वोलेेज‍
उतार-
चढ़ाव 

          

8 3.1 ें ीेर ‍
ेा‍
परीक्षण 

          

9 3.2 बन्ा/िरा
ब/जले‍
हुोें ‍
ें ीेर‍ेा‍
प्रनतस्था
पन 

          

10 3.2 ें ीेर‍ ेे‍
ेारण‍‍
शून्ों ‍‍
ेरन्े‍
होने‍ ेी‍
भशेाों त 

          

11 4.1 ें ा ग‍पत्र 
          

12 4.2 ें ीेर‍ेा‍
स्थान‍
पररवतवन 
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13 4.3 सवववस‍
लाइन‍
ेा‍
स्थान‍
पररवतवन 

          

14 5.1 नों ा‍
ेनेत‍शन
/अनतरर
तत‍ भार‍
दाों ा‍
जाना 

          

15 6.1 स्वाभें त्व‍
अन्तरण‍
ों ा‍ शे्रणी‍
ेा‍
पररवतवन 

          

16 7.1 बबल‍
भशेाों त‍
सें ािान
  

          

17 8.1 आपनूतव‍
ववच्छेान 

          

18 8.2 अाेों ता‍
प्रें ाण-
पत्र‍ जारी‍
ेरना 

          

19 9.1 ववच्छेदा
त‍
उपभो
तताओ ‍
ेो‍
ववद्ों तु‍
आपनूतव‍
पनुैः‍
चालू‍
ेरना 

          

20 10.1 बबलो‍ ेा‍
सें ों ‍
पर‍
परराान/
पे्रषण 

          

 ों ोग 
           

             

 

 



812                                            राजस्‍थान‍राज-पत्र,‍अप्रेल‍15,‍2021‍            ‍‍‍ भाग‍7‍  

 सओपी-2‍ि 

ि.‍फी र‍ेे‍वववरण 

i.‍औद्ों ोधगे‍फी र ‍ेे‍भलोें  
क्र.
स . 

अनुसूची-I‍
ेी‍स ाभव‍
स ख्ों ा 

 सओपी‍
ेे‍
ें ापा्‍  

औद्ों ोधगे‍
फी र ‍ेी‍
ेुल‍स ख्ों ा 

ेॉलें ‍4‍
ें  ‍से‍
अनुसूची-I 
ेे‍
अनुसार‍
ब चें ा वे ‍
से‍अधिे‍
ननरन्तर‍
व्ों विान‍
वाले‍
फी र ‍ेी‍
सख्ों ा 

ेॉलें ‍
4‍ें  ‍से‍
अनुसूची
-I‍ेे‍
अनुसार‍
बैंचें ा वे ‍
से‍ेें ‍
ननरन्तर‍
व्ों विा
न‍वाले‍
फी र ‍
ेी‍
सख्ों ा‍
(4-5) 

ब चें ा वे ‍
से‍
अनधिे‍
फी र ‍
ेा‍
प्रनतशत‍
(6/4*10
0) 

ेॉलें ‍4‍
ें  ‍
अनुसूची-I‍
ेे‍अनुसार‍
आउेेज‍
अवधि‍से‍
अधिे‍11‍
ेे‍वी‍
फी र ‍ेी‍
स ख्ों ा 

ेॉलें ‍4‍
ें  ‍
अनुसूची-I‍
ेे‍अनुसार‍
ब चें ा वे ‍से‍
ेें ‍
आउेेज‍
अवधि‍वाले‍
फी र ‍ेी‍
स ख्ों ा‍(4-
8) 

ब चें ा वे ‍
से‍
अनधिे‍
आउेेज‍
अवधि‍ेे‍
फी र ‍ेा‍
प्रनतषत‍
(9/4* 

100) 

ेॉलें ‍
स .‍7‍
और‍10‍
ेे‍भलोें ‍
अनुसूची-
III‍ेे‍
अनुसार‍
न्ोूं नतें ‍
ेाों वाक्ष
ता‍स्तर‍
न्ोूं नतें ‍
90‍
प्रनतशत‍
 व ‍
अधिे‍
होगा
  

 

तों ा‍सें ग्र‍ें ापा्‍ ‍
प्रातत‍केोें ‍गोें ‍है‍

हााँ/नही ) 
 

           ननरन्तर‍
व्ों विान‍
ेे‍स ब ि‍
ें  ‍ (हााँ/‍
नही ) 

ननरन्तर‍
व्ों विान‍
अवधि‍ेे‍
स ब ि‍ें  ‍
(हााँ/नही ) 

 

1
  

2
  

3
  

4
  

5
  

6
  

7
  

8
  

9
  

10
  

11
  

12
  

13 

1 
            

2 
            

3 
            

 योग 
           

 
 

ii. नगरीों ‍फी र ‍ेे‍भलोें  

   

क्र.
स . 

अनसुूची-
I‍ेी‍
स ाभव‍
स ख्ों ा 

 सओ
पी‍ेे‍
ें ापा
्‍  

नगरीों ‍
फी र ‍
ेी‍ेुल‍
स ख्ों ा 

ेॉलें ‍4‍
ें  ‍से‍
अनसुूची-
I‍ेे‍
अनसुार‍
ब चें ा वे ‍
से‍
अधिे‍
ननरन्तर‍
व्ों विान‍
वाले‍
फी र ‍
ेी‍
सख्ों ा 

ेॉलें ‍
4‍ें  ‍
से‍
अनसुू
ची-I‍
ेे‍
अनसुा
र‍
बैंचें ा

वे ‍से‍
ेें ‍
ननरन्त
र‍
व्ों विा
न‍वाले‍
फी र ‍
ेी‍
सख्ों ा‍

ब चें ा वे ‍
से‍
अनधिे‍
फी र ‍
ेा‍
प्रनतशत‍
(6/4*10

0) 

ेॉलें ‍4‍
ें  ‍
अनसुूची-I‍
ेे‍
अनसुार‍
आउेेज‍
अवधि‍से‍
अधिे‍
11‍ेे‍वी‍
फी र ‍ेी‍
स ख्ों ा 

ेॉलें ‍4‍
ें  ‍
अनसुूची-I 
ेे‍
अनसुार‍
ब चें ा वे ‍
से‍ेें ‍
आउेेज‍
अवधि‍
वाले‍
फी र ‍ेी‍
स ख्ों ा‍
(4-8) 

ब चें ा वे ‍
से‍
अनधिे‍
आउेेज‍
अवधि‍
ेे‍फी र ‍
ेा‍
प्रनतशत‍
(9/4*100

) 

ेॉलाें ‍
स .‍7‍
और‍10‍
ेे‍भलोें ‍
अनसुू
ची-III‍
ेे‍
अनसुार‍
न्ों नूत
ें ‍
ेाों वाक्ष
ता‍स्तर‍
न्ों नूत
ें ‍90‍
प्रनतशत‍
 व ‍
अधिे‍
होगा 

तों ा‍सें ग्र‍ें ापा्‍ ‍
प्रातत‍केोें ‍गोें ‍है‍

हााँ/नही ) 
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(4-5) 

           ननरन्तर‍
व्ों विान‍
ेे‍स ब ि‍
ें  ‍ (हााँ/‍
नही ) 

ननरन्तर‍
व्ों विान‍
अवधि‍ेे‍
स ब ि‍ें  ‍
(हााँ/नही ) 

 

1
  

2
  

3
  

4
  

5
  

6
  

7
  

8
  

9
  

10
  

11
  

12
  

13 

1 
            

2 
            

3 
            

 योग 
           

          

  

iii. ग्राें ीण‍फी र ‍ेे‍भलोें  

 

क्र.
स . 

अनसुूची-
I‍ेी‍
स ाभव‍
स ख्ों ा 

 सओ
पी‍ेे‍
ें ापा
्‍  

ग्राें ीण‍
फी र ‍
ेी‍ेुल‍
स ख्ों ा 

ेॉलें ‍4‍
ें  ‍से‍
अनसुूची-
I‍ेे‍
अनसुार‍
ब चें ा वे ‍
से‍
अधिे‍
ननरन्तर‍
व्ों विान‍
वाले‍
फी र ‍
ेी‍
सख्ों ा 

ेॉलें ‍
4‍ें  ‍
से‍
अनसुू
ची-Iेे‍
अनसुा
र‍
बैंचें ा

वे ‍से‍
ेें ‍
ननरन्त
र‍
व्ों विा
न‍वाले‍
फी र ‍
ेी‍
सख्ों ा‍
(4-5) 

ब चें ा वे ‍
से‍
अनधिे‍
फी र ‍
ेा‍
प्रनतशत‍
(6/4*10

0) 

ेॉलें ‍4‍
ें  ‍
अनसुूची-I‍
ेे‍
अनसुार‍
आउेेज‍
अवधि‍से‍
अधिे‍
11‍ेे‍वी‍
फी र ‍ेी‍
स ख्ों ा 

ेॉलें ‍4‍
ें  ‍
अनसुूची-I‍
ेे‍
अनसुार‍
ब चें ा वे ‍
से‍ेें ‍
आउेेज‍
अवधि‍
वाले‍
फी र ‍ेी‍
स ख्ों ा‍
(4-8) 

ब चें ा वे ‍
से‍
अनधिे‍
आउेेज‍
अवधि‍
ेे‍फी र ‍
ेा‍
प्रनतशत‍
(9/4*100

) 

ेॉलाें ‍
स .‍7‍
और‍10‍
ेे‍भलोें ‍
अनसुू
ची-III‍
ेे‍
अनसुार‍
न्ों नूत
ें ‍
ेाों वाक्ष
ता‍स्तर‍
न्ों नूत
ें ‍90‍
प्रनतशत‍
 व ‍
अधिे‍
होगा 

तों ा‍सें ग्र‍ें ापा्‍ ‍
प्रातत‍केोें ‍गोें ‍है‍

हााँ/नही ) 
 

           ननरन्तर‍
व्ों विान‍
ेे‍स ब ि‍
ें  ‍ (हााँ/‍
नही ) 

ननरन्तर‍
व्ों विान‍
अवधि‍ेे‍
स ब ि‍ें  ‍
(हााँ/नही ) 

 

1
  

2
  

3
  

4
  

5
  

6
  

7
  

8
  

9
  

10
  

11
  

12
  

13 

1 
            

2 
            

3 
            

 योग 
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 सओपी‍-‍2‍ग 

ग.‍सफैी‍ व ‍स ैी 
 

क्र.स . वतृ/फ्र चाइजी‍ेे‍
क्षेत्र‍ेा‍नाें  

11‍ेेवी‍
फी र‍ेी‍
स ख्ों ा 

उपभोतताओ ‍
ेी‍ेुल‍
स ख्ों ा 

अनुसूची-I‍
ें  ‍दाोें ‍गोें ‍
सूत्र‍ेे‍
अनुसार‍
स गदित‍
सैफी 

अनुसूची-I‍
ें  ‍दाोें ‍गोें ‍
सूत्र‍ेे‍
अनुसार‍
स गदित‍
सै ी 

तों ा‍सैफी‍
ब चें ा वे ‍ेो‍
प्रातत‍केों ा‍
गों ा‍है‍
(हााँ/नही ) 

तों ा‍सै ी‍
ब चें ा वे ‍ेो‍
प्रातत‍केों ा‍

गों ा‍है‍
(हााँ/नही ) 

 

1 
       

2 
       

3 
       

        

 र् स्ेॉें /फ्र चाइजी‍
ेा‍ेुल‍क्षेत्र‍  

      

ववतरण‍ सओपी‍ररपोद िेंग‍प्रारूप 

स ात‍क्षनतपूनतव‍ेे‍वववरण 

 

 सओपी-3 

अनुज्ञम्ततिारी/फ्र चाइजी‍ेा‍नाें  

 

‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍प्रथें /द्ववतीों /ततृीों /चतुथव‍नतें ाही‍ेी‍सें ाम्तत‍ेे‍भलोें ‍- 
 

क्र.स .
  

वतृ/फ्र चाइजी‍
ेे‍क्षेत्र‍ेा‍

नाें  

वतृ/फ्र चाइजी‍
ेे‍क्षेत्र‍ें  ‍

उपभोतताओ ‍
ेी‍स ख्ों ा 

क्षनतपूनतव‍ाजव‍ेराों ा स ात‍क्षनतपूनतव स्वतैः‍क्षनतपूनतव 
 

उपभोतताओ ‍
ेी‍स ख्ों ा 

राभश‍
(रूपोें ) 

उपभोतताओ ‍
ेी‍स ख्ों ा 

राभश‍
(रूपोें ) 

उपभोतताओ ‍
ेी‍स ख्ों ा
  

 

राभश‍
(रूपोें ) 

1
  

2  3  4  5
  

6  7
  

8  9 

1 
        

2 
        

3 
        

4 
        

5 
        

6 
        

7 
        

8 
        

 ों ोग  
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ववतरण‍ सओपी‍ररपोद िेंग‍प्रारूप 

अनसुचूी-II‍ेे‍अनसुार‍भसस्ेें ‍ववेास‍ननधि‍ेे‍वववरण 

 

 सओपी-4 

अनजु्ञम्ततिारी/फ्र चाइजी‍ेा‍नाें  

 

‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍प्रथें /द्ववतीों /ततृीों /चतथुव‍नतें ाही‍ेी‍सें ाम्तत‍ेे‍भलोें ‍- 
 

क्र.स .
  

वपछली‍अवधि‍ते‍
उपलब्ि‍ननधि‍ेी‍राभश‍

(रूपोें ) 

चाल‍ूनतें ाही‍ें  ‍
जें ा‍ेराों ी‍

गों ी‍ननधि‍ेी‍
रावष‍(रूपोें ) 

ेुल‍उपलब्ि‍
ननधि‍(रूपोें )  

ववननों ाें े‍
अनुें ोान‍
ेे‍अनुसार‍
ननधि‍ेा‍
उपों ोग‍
(रूपोें ) 

अनुपों ोगी‍रहे‍शेष‍
(रूपोें ) 

 

      

      

      

      

      

 ों ोग  
    

 

            

  (पानाें ‍सदहत‍हस्ताक्षर)‍ 

       

 

अनलुग्ने‍-I 
वषेाों त‍ेेन्र/हेलप‍ से्े‍ेा‍नाें  

 

वतृ/ि्‍ /उप-ि्‍ ‍ेा‍नाें ‍‍‍‍‍‍‍ 
‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍‍ें दहना 

 

क्र.
स . 

भशेाों 
त‍प्रातत‍
ेरने‍
ेा‍
सें ों ‍
 व ‍
दाना े 

भशेाों 
त‍प्रातत‍
ेरने‍
ेी‍
ववधि 

भशेा
ों ते
ताव‍
ेा‍
नाें , 

पता, 
ें ोबाइ
ल‍
नमबर 

िाता‍
स ख्ों ा 

ेे.स 
ख्ों ा 

भशेाों त‍
ेी‍
प्रेृनत 

भशेाों 
त‍ेा‍
प जीेर
ण‍
स ख्ों ा 

 
प्रत्ों ाभू

त‍ 

ें ापा
्‍ ो‍‍
ेा‍
स ाभव 

भशेाों 
त‍ेे‍
ननवार
ण‍ेा‍
सें ों ‍
और‍
दाना े 

भशेाों 
त‍ेे‍
ननवारण‍
ेे‍भलोें ‍
भलों ा‍
गों ा‍
ेुल‍
सें ों ‍
(दान /‍
घ े  ‍ें  ) 

भशेाों त‍
ेा‍
ननवारण‍
ें ाने‍
सें ों ‍ेे‍
भीतर‍
(हााँ/नही ) 

ववननों ें ‍
8.1‍ ेे‍
अनसुार,ज
हा ‍ दाोें ‍
जाने‍ ेे‍
भलोें ‍
अपेक्षक्षत‍
है, तों ा‍
स्वतैः‍
क्षनतपनूत व‍
ेा‍
भुगतान‍
केों ा‍ गों ा‍
है। 

देतप
णी 

1 2 3 4 5 6 7 8 9 10 11 12 13 14 
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अनलुग्ने‍-II 
उपभोतताओं्‍के्‍शलये्‍क्षनतपनूत च्‍के्‍दाि्े‍हेत्ु‍प्रारूप्‍ 

 

1.‍ उपभोतता‍ेा‍नाें  

2.‍ िाता‍स ख्ों ा 
3.‍ ेे.‍स ख्ों ा 
4.‍ ें ोबाइल‍नमबर 

5.‍ भशेाों त‍ेी‍प्रेृनत 

6.‍ अनजु्ञम्ततिारी/फ्र चाइजी‍ेे‍साथ‍प जीेरण‍ेा‍सें ों ‍और‍दाना े 

7.‍ अनजु्ञम्ततिारी/फ्र चाइजी‍द्वारा‍सधूचत‍ेी‍गों ी‍भशेाों त‍प जीेरण‍स ख्ों ा 
8.‍ भशेाों त‍ननवारण‍ेा‍सें ों ‍और‍दाना े 

9.‍ अनसुचूी‍-‍I‍ेे‍अनसुार‍ब चें ा वे ‍ेे‍अनसुार‍ववलमबर 

10.‍ अनसुचूी‍-‍II‍ेे‍अनसुार‍क्षनतपनूत व‍सतू्र‍(रूपोें ) 
11.‍ ाावा‍ेी‍गों ी‍क्षनतपनूत व‍ेी‍राभश‍ 

 

भशेाों तेताव‍ेे‍हस्ताक्षर 

‍‍‍‍‍नाें  

‍‍‍‍‍पता 
समप वे ‍नमबर‍और‍ई-ें ेल 

 

 

देतपणी:-‍अनजु्ञम्ततिारी/फ्र चाइजी‍प्रत्ोें े‍ऐसे‍क्षनतपनूत व‍ेे‍आवेान‍ेे‍भलोें ‍प जीेरण‍ननदावष्े‍ेरेगा।
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RAJASTHAN ELECTRICITY REGULATORY COMMISSION 

Notification 

Jaipur, March 31, 2021 

No. RERC/ Secy. /Reg. 141  .-In exercise of powers conferred by Section 181 (1) and 

181 (2) (za&zb) read with section 57 (1), 57 (2), 59 (1) and 86 (1) (i) and all other 

provisions enabling in this behalf, the Rajasthan Electricity  Regulatory Commission, after 

previous publication, hereby makes the following Regulations, namely: 
 
 
1. Short Title and Commencement 

a) These Regulations shall be called the Rajasthan Electricity Regulatory 

Commission   (Standards o f  Performance for Distribution  Licensees) 

Regulations, 2021. 

b) These   regulations   shall   come   into   force   from   the   date   of   their 

publication in official gazette. 
 
 
2. Scope of Application 

These  regulations  shall  be  applicable  to  all  the  Distribution  Licensees 

including Deemed  Licensees/Franchisees and all of its consumers in the state of 

Rajasthan. 
 
 
3. Definitions 

In these Regulations, unless the context otherwise requires: 

a) “Act” means the Electricity Act, 2003 and subsequent amendments thereof; 

b) "Area of Supply" means the area within which a Licensee/franchisee is authorized by 

its License/franchisee agreement to supply electricity. 

c)  “CGRF” means 'Consumer Grievance Redressal Forum' constituted by each 

Distribution Licensee/franchisee pursuant to Section 42 (5) of the Electricity Act, 

2003 and these Regulations. 

d) "CGRF & Ombudsman Regulations” means Regulations framed by the Commission 

in this regard from time to time and its amendments. 

e) "Class-1 cities" means the cities with population of 2, 00,000 or above as per census 

of India 2011. 

f) "Commission" means the Rajasthan Electricity Regulatory Commission;  

g) "Customer care centre" means suitable IT enabled infrastructure/setup (with voice 

recording feature) for submission of complaint or claim of compensation, 

electronically (SMS, e-mail, mobile App, website of the Licensee/franchisee) or 

telephonically (voice call-Landline/Mobile) or through any other mode as mentioned 

in the Regulations 7 and 9.3. The customer care centre shall remain operational 

24X7. 

h) “Extra High Tension/Extra High Voltage” means the voltage exceeding 33 kV 

between phases under normal conditions. 

i)  "Franchisee" means a person authorized by a Distribution Licensee to distribute 

electricity on its behalf, in a particular area within his area of supply: 

j)   “Help desk” means suitable IT enabled infrastructure/setup at the sub- divisional 

level/divisional level/circle level/zonal level/corporate level for submission of 

complaint  or  claim of compensation electronically (SMS,  e-mail,  mobile  App,  

website  of  the   Licensee/franchisee)  or telephonically  (voice  call-
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Landline/Mobile)  or  in  writing  or  through any other mode as mentioned in the 

Regulations 7 and 9.3 to remain operative between 9 am to 6 pm on all working 

days. 

k)  "High Tension/High Voltage” means the voltage exceeding 440 volts between 

phases but not exceeding 33 kV under normal conditions; 

l)   "Licensee"  means  a  person  who  has  been  granted  a  license  under Section 14 

of the Act to operate and maintain a distribution system for supplying  electricity  to  

the  consumers   in  his  area  of  supply  and includes a deemed Licensee; 

m) “Low  Tension/Low  Voltage”  means  the  voltage  level  that  does  not exceed 440 

volts between phases under normal conditions; 

n)  "Normal  Fuse  Off"  means  fuse  blown  off  because  of  overloading  or ageing; 

o)  "Rural Areas" means the all area covered by gram panchayats.  

p)  "SOP” means Standards of Performance; 

q) “Sustained  Interruption”  means  any  interruption  on  11  kV  feeders emanating 

from licensee/franchisee/RVPN substations exceeding duration of 10 minutes  but 

excluding the interruptions   due to planned/scheduled outages, outages due to 

failure of upstream power system including generation and transmission network 

and outage due to  reasons  allowed  in  these  regulations  under  exclusion  of  

events. Interruption in the 33 kV system (sub transmission system) shall be 

considered as sustained interruption on the corresponding 11 kV feeders. 

r)  "Urban Areas” means all areas other than rural areas. 

 

Words and expressions used and not defined in these Regulations but defined in 

the Act shall have the meanings assigned to them in the Act. Expressions u s e d  

h e r e i n  b u t  n o t  specifically d e f i n e d  i n  t h e s e  Regulations or in the Acts but 

defined under any law/regulation passed by a competent legislature/Commission and 

applicable to the electricity sector in the State shall have the meaning assigned to 

them in such law/regulation. 
 
 

4. Interpretation 

In the interpretation of these Regulations, unless the context otherwise requires: 

(a)  Words in singular or plural term, as the case may be, shall also be deemed to 

include plural or singular term, respectively; 

(b)   References  herein  to  the  “Regulations"  shall  be  considered  as  a reference  

to  these  Regulations  as  amended  or  modified  by  the Commission from 

time to time as per applicable laws. 
 
 
5. Objective 

5.1 These Regulations lay down the standards to maintain distribution system 

parameters within the permissible limits. These standards shall serve as 

benchmark for Licensees/franchisee for providing an efficient, reliable, 

coordinated and economical system of electricity distribution. It is the right of 

consumer to  have minimum standards of service for supply of electricity from 

the distribution licensee in accordance with the provisions made in these 

Regulations. 

 

5.2 The objectives of these Regulations are: 

(a) to lay down standards of performance; 

(b) to measure the actual performance of licensee/franchisee as against the 
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benchmarks standards of performance. 

(c) to ensure quality and suitability of distribution network performance. 

(d) to enable the consumers to design their systems and equipment to suit the  

electrical environment that they operate in;  

(e)  to improve service delivery to the consumers. 

(f) to develop transparent mechanism for ensuring fair compensation to the  

consumers  in case  the  Licensee  fails  to  achieve  guaranteed benchmark 

standard  of performance as described in  Schedule-I of these Regulations. 

 
 
 
6. Standards of Performance 

6.1 The standards specified in Schedule-I shall be the guaranteed benchmark standards 

of performance, which are the minimum standards of service that a distribution 

Licensee/franchisee shall achieve. 

 

6.2 The failure of Licensee/franchisee to achieve the guaranteed standards of service  

shall  entail  payment  of  compensation  to  the  consumer  as  per Schedule-II. 

 

6.3 The standards specified in Schedule-III shall be the overall standards of 

Performance w h i c h  Licensee/franchisee s h a l l  s e ek  t o  a ch i e v e  i n  t he  

discharge of its obligations. 

 

6.4 These guaranteed standards shall be read with the provisions specified under   the   

RERC   (Electricity   Supply   Code   and   Connected Matters) Regulations, 2021 

and other relevant Regulations, as amended from time to time. 
 
 
7. Complaint Handling/Redressal Procedure 

7.1 There   shall   be   an   IT   enabled   centralized   customer   care   centre   at 

licensee/franchisee headquarter. This centre should be capable of registering a 

complaint as prescribed in clause 3 (g) of these regulation. Such centralized 

customer care centre shall be fully integrated with the “Help Desk” as provided 

under regulation 3 (j) and customer care centre of the franchisee. 

 

7.2  The help desk shall be manned by a suitable and knowledgeable person having 

basic computer  knowledge between 9 am to 6 pm on all working days for 

registration of complaints and  providing registration number to the complainants. 

 

7.3  The name, mobile number of such person shall be displayed on the notice board of 

the corresponding office where the help desk is situated. 

 

7.4 Besides  help  desk  and  customer  care  centre,  the  following  nature  of 

complaints can  be  registered  at  the  sub-stations and sub-offices of the 

licensee/franchisee: 

a)  Transformer failure  

b)  Supply failure 

c)  Safety related 

 d)  Electricity theft 

 

7.5 Suitable registers for receiving complaints as per regulation 7.4 shall be maintained 
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at the sub-stations and sub-offices. All these complaints shall be immediately got 

recorded in the help desk of the sub-division by the Junior Engineer or any other 

officer authorized by licensee.   System generated registration number shall be  

immediately  communicated  to  the complainant. 

 

7.6 The  licensee/franchisee,  within   2  months  of  the  publication  of  these 

regulations, shall link the mobile number of all the consumers in data base to be 

maintained by centralized call centre and help desks so as to facilitate fast  and  

reliable  communication  between  the   licensee/franchisee  and consumers. If the 

mobile number is not linked with the consumer data base, the complaint shall be 

registered on providing at least one of the following information to identify the 

complainant: 

a)  K. No. 

b) Account number with name of sub-division 

c)  Name and address of the connection holder along with name of sub- division 

 

7.7 The complaint number shall be communicated to the consumer by the Licensee 

within 30 minutes of receiving the complaint, through the same mode as used by 

the consumer for registration of complaint. 

 

Provided that in case of registration of complaints through telephone, the complaint 

number shall be provided immediately to the consumer on call. Provided  further   

that   in  case  mobile  number  and/or  email-id  of  the consumer  has  been  

registered, the  complaint  details shall also be  sent through SMS and e-mail on the 

registered mobile number and e-mail id of the consumer within 30 minutes on 

receiving the complaint. 

 

7.8 Details of each complaint shall be recorded as per Annexure I. 

 

7.9 After the resolution of the Complaint the Licensee/franchisee shall update and 

record the total time taken for resolution of the complaint. 

 

7.10  The  intimation of  resolution  of  complaint  along with  date  and time  of resolution 

shall be communicated to the complainant by following the same procedure as used 

for communicating the registration number of the complaint. 

 

7.11 The IT   enabled   centralized   customer   care   centre, as mentioned at 7.1 above, 

shall also provide common services like new connection, disconnection, 

reconnection, shifting of connection, change in name and particulars, load change, 

replacement of meter, no supply, the distribution licensee shall establish a centralised 

24x7 toll-free customer care centre within 6 months of  the  publication  of  these 

Regulations . 

 

7.12 While other modes to provide services like paper application, email, mobile, 

website, etc., may  continue, the licensees shall endeavour to provide all services 

through a common Customer Relation Manager (CRM) System to get a unified 

view of all the services requested, attended and pending, at the backend for better 

monitoring and analytics. 

 

7.13 The CRM shall have facilities for sms, email alerts, notifications to consumers and 
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officers for events like receipt of application, completion of service, change in status 

of application, etc; online status tracking and auto escalation to higher level, if services 

are not provided within the specified time period. 

 

8. Compensation Mechanism 

8.1 If Licensee/franchisee fails to meet the guaranteed standards of performance as 

specified in Schedule-I, Licensee/franchisee shall pay compensation to the affected 

person upon lodging of a claim   for compensation. The compensation to be paid by 

the Licensee/franchisee to the affected person is specified in Schedule-II of these 

Regulations.. 

 

Provided that  for  complaints  related  to  “No Current  complaints” , “no- current 

complaint due to meter” and “testing of Meters” there shall not be a need to file the 

complaint f o r  co m p e n s a t i o n  p u r p o s e  and the  licensee ,based on its records, 

shall credit the compensation amount in next bill. 

 

Provided further that the distribution licensee shall design and maintain its 

distribution system in such a way that it captures above parameters and there is a gradual 

increase in the list of parameters, which can be monitored remotely and for which 

automatic compensation can be paid to the consumer. The distribution licensees 

shall submit a report annually, to the Commission, to this effect.  

 

Provided  also  that,  if,  there  is  a  stay  order  by  any  Court,  Forum Tribunal,  

or  by   Commission,  staying  the  recovery  of  any  dues  from consumer and 

during the operating period of any such order, compensation shall become due but 

shall be payable to the Consumer only after the final decision of the case. 

 

Provided also that no compensation shall be payable if there is any arrear due to be 

recoverable from the consumer. 

 

8.2     The total compensation that will be payable by the Licensee/franchisee to a consumer 

by means of this Regulation shall not exceed 30% of the total Fixed  

Charges/Demand  charges   payable  by  the  consumer  in  a  given Financial Year. 

 

8.3 In all cases of compensation, the payment of compensation shall be made only by 

adjustment against current and immediate future bills for supply of electricity by 

the licensee/franchisee. The details of the total compensation due and the amount 

paid thereof shall be shown in every electricity bill of the consumer. 

 

8.4 In   order   to   create   awareness   about   the   guaranteed   standards   of 

performance, the licensee/franchisee shall intimate the prescribed guaranteed time as  

per  Schedule-I of these regulations to the individual complainant  along  with  

intimation  of   registration  of  complaints.  The licensee/franchisee shall also 

intimate the compensation formula for delay as  per  Schedule-II  of  these  

regulations  along  with  each  registration  of complaints. 
8.5 The  licensee/franchisee  shall  also  display  the  guaranteed  standards  of 

performance as per Schedule-I and compensation payable as per Schedule- II on its 

websites. 
8.6 In  case   there   is  a  delay  in  the   resolution  of   complaint,   claim   for 

compensation  shall  be  filed  by  the  consumer  not  beyond  60  days  of 
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resolution of complaint. 
8.7 The claim can be filed by the consumer as per format at Annexure-II. Such claim 

can be filed either personally/e-mail/registered post/online/mobile app/help desk to 

the concerned officer. 
Provided that the distribution licensees, within six months from the date of 

notification of these Regulations, shall create an online facility on which consumers   

may   register   and   claim   the   compensation   amount.   The information in this 

regard shall be widely circulated among consumers through a p p r o p r i a t e  

m e a n s  i n c l u d i n g  m as s  m ed i a /bills/SMS/e-mails/ licensee’s website 
8.8 Every claim application shall be given a registration number which will be different 

from the complaint  regis t rat ion  number .  Licensee/franchisee shall maintain 

online data of the compensation claim application and the action taken there on by 

fully displaying the same on licensee/franchisee website. 

Provided that in case mobile number and/ or email-id of the consumer has been 

registered, the compensation claim registration number shall be sent through SMS 

and email on the registered mobile number and email id of the consumer. 
8.9 Licensee/franchisee shall give compensations within 45 days from date of filing the 

claim of compensation giving details as well as reference of relevant regulations. In 

case of refusal of compensation Licensee/franchisee shall pass an appropriate order 

with respect to each claim of  compensation  within  45  days  from  the  date  of  

filing  the  claim  of compensation. All such orders shall be displayed on the website 

of the licensee/franchisee and shall be communicated to the consumer as well. 
8.10   Failure  by the  licensee  to  pay the  compensation  as  per  Regulation 8.9 above   or   

non   satisfaction   the   consumer   with   the   decision   of   the licensee/franchisee 

shall constitute a Grievance, which shall be dealt and decided  by  the  respective  

Consumer  Grievance   Redressal  Forum,  in accordance with procedure set out in 

the RERC (Guidelines for Redressal of Grievances) Regulations, 2008 as amended 

from time to time or any other Regulations specified by the Commission for this 

purpose . 
8.11  In case the Grievance Redressal Forum does not decide the amount of 

compensation within the specified time or the aggrieved consumer is not satisfied  

with  its  decision,  he  will  be  free  to  approach  the  Electricity Ombudsman,   

who   shall   deal   and   decide   the   case   under RERC (Settlement of Disputes by 

Electricity Ombudsman) Regulations, 2010 as amended from time to time or any other 

Regulations specified by the Commission for this purpose. 
8.12  The aggrieved consumer shall not be liable to pay any fee for lodging a claim of 

compensation under these regulations before the licensee, Forum or Electricity 

Ombudsman. 
 

8.13  The  payment  of  such  compensation  shall  be  without  prejudice  to  any penalty 

which may be imposed or prosecution which may be initiated for the  failure  of  

the  licensee  in  meeting  the  standards  specified  in  these Regulations. 

8.14  To claim the compensation under these Regulations, the aggrieved consumer has to file 

the claim within 30 days of expiry of the timeline given in these Regulations for each 

SoP parameter.  
 
9. Responsibilities of the Licensee 

9.1 Submission of Sop Reports 

A.  The licensee/franchisee shall furnish to the Commission as well as the Electricity 

Ombudsman, quarterly  reports within 45 days at the end of each quarter  during 

a financial year, indicating  its  actual  performance  in  the  formats  SOP-1  to  
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SOP-  4, attached to these regulations. These formats are as listed below; 

1.  Establishment of help desk 

2.  Consumer Complaints and System Reliability Parameters 

3.  Details of Compensation Paid 

4.  Details of System Development Fund as per Schedule-I 

B. The licensee/franchisee shall also furnish a report along with the quar ter ly 

reports as per 9.1 (A) above, indicating 

1.  The measures taken to improve performance, 

2.  The reasons for not achieving the specified targets, if any. 

C.  The Commission may revise the formats through separate orders, as warranted 

necessary from time to time. 

9.2 Licensee/franchisee  shall  develop  report  generation  framework  on  its website,   

within   six   months   from   the   date   of   notification   of   these Regulations,  to  

generate  reports  related   to   complaints  and  claim  for compensation. Such 

reports shall be generated dynamically based  on the search parameters including but 

not limited to type of complaint, status of complaint,  Name  of  Division,  

Complaint  Number,  Compensation  Claim Number or as  directed by the 

Commission from time to time. The report generation framework shall be approved 

by the Commission or the person authorized by the Commission. 

9.3 Licensee/franchisee shall publish a manual of practice for handling consumer 

complaints and make it available for reference of consumers at every office of 

licensee/franchisee. The manual shall also be downloadable from the website. This 

manual shall contain the following information: 

a) Channels  of  complaint  registration  -  details  of  personnel,  offices, 

Complaint centres  and  electronic complaint like SMS/e-mail/mobile 

applications etc.; 

b) Process of handling complaints taking into consideration Regulation 7; 

c)  Duties and obligations   of Licensee - guaranteed  

standards of performance,   compensation  details  and overall standard of 

performance  as per  Schedule-I,  Schedule-II and  Schedule-III 

respectively; and 

d) any other information which may be affecting the consumers.  

e)  manual shall be published in Hindi and English language. 

9.4 Licensee/franchisee should publish the guaranteed standards of performance along 

with compensation structure, information on procedure for filing of complaints, on 

their website and in the newspapers every year in the month of January and July. If 

possible, it shall also be published at the back of the bills or separate hand out may 

be distributed along with the bills. 

9.5    The distribution licensee shall arrange to give due publicity through media, TV, 

newspaper,  website and by displaying in boards at consumer service related offices  

to  bring  awareness  of  consumer  rights,  standards  of  performance, 

compensation provisions, grievance  redressal, measures for energy efficiency and 

any other schemes of the distribution licensee. 

9.6   The distribution licensee shall arrange to display feeder wise outage data, efforts made 

for minimising outages, prevention of theft or unauthorised use of electricity or 

tampering, distress or damage to electrical plant, electric lines or meter and results 

obtained during the year, on its website. 

9.7    The Licensee shall design its system in such a way so as to meet the parameters 

mentioned in these Regulations. 
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10. Fees and Fines 

No   fees   shall   be   levied/applicable   to   the   consumer   for   lodging   a 

complaint/compensation claim under these Regulations with the 

Licensee/franchisee and application/complaint for redressal of the claim for 

compensation to the CGRF or Ombudsman. 
 
11. Exclusions of Events 

The   application   of   the   standard   of   performance   specified   in   these 

Regulations shall not be applicable in case of the following events: 

a)  force majeure events such as war, mutiny, civil commotion, riots, flood, cyclone, 

lightning,  earthquake or other force and strike, lockout, fire affecting 

Licensee's installations and activities; 

b) outages due to grid failure  or outage of supply from 

RVPN/transmission licensee grid substation for any reason 

c)  outages that are initiated by the National Load Despatch 

Centre/Regional Load Despatch Centre/ State Load Despatch Centre, 

Discom/Franchisee 

12. Protection of Consumer Rights 

Nothing  contained  in  these  regulations,  shall  in  any  way,  prejudice  or affect the 

rights & privileges of the consumers under other laws including the Consumer 

protection Act 2019 (central Act of 35 of 2019). 

13. Repeal and Saving 

1. Save as otherwise provided in these regulations, the RERC (Standards of 

Performance for Distribution Licensees) Regulations, 2014 is hereby repealed on 

coming into force of these Regulations. 
 

2.  Notwithstanding   such   repeal   anything   done   or   action   taken   or 

purported to have been done for the purpose of meeting SOP obligation shall be 

deemed to have been done or taken under the corresponding provisions of these 

Regulations. 

3.  Any rights and liabilities arising out of the Regulation so repealed shall be settled 

within the framework of the repealed Regulations. 
 
14. Power to remove difficulties 

If an y   difficulty   arises   in   giving   effect   to   the   provisions   of   these 

Regulations, the Commission may suo-motu or on a petition, by general or specific 

order, makes such provisions not inconsistent with the provisions of the Act, as may 

appear to be necessary for removing the difficulty. 

15. Power to amend 

The  Commission  may,  at  any  time,  vary,  alter,  modify  or  amend  any 

provision of these Regulations, with reasons to be recorded in writing. 
 
16. Power to Relax 

The  Commission,  may  by  general  or  special  order,  for  reasons  to  be 

recorded  in  writing,  and  after  giving  an  opportunity  of  hearing  to  the parties   

likely   to   be   affected,   relax   any   of   the   provisions   of   these Regulations on 

its own motion or on an application made before it by an interested person. 

 

By order of the Commission 

B. K. Dosi, 

Secretary. 
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SCHEDULE-I 
 
 
LICENSEES GUARANTEED STANDARDS OF PERFORMANCE 

 
 
1. Restoration of Supply: 

 

1.1 No Current Complaint 
The licensee/franchisee shall restore the supply in case of supply related problem/  

fault  like  blowing  of  HT/LT  fuse/MCB  prior  to  meter  or  at distribution 

transformer or due to loose  connections at meter or service line within: 

a)  2 hrs. in Class 1 Cities 

b) 4 hrs. in Urban Areas 

c)  8 hrs. in Rural Areas 

from the time of reporting of fault by the consumer. 
 
 
1.2 Overhead line/overhead cable breakdowns 

The licensee/franchisee shall restore the supply in case of its overhead 

line/overhead cable breakdowns within: 

a)  4 hrs. in Class 1 Cities 

b)  6 hrs. in Urban Areas 

c)  10 hrs. in Rural Areas 

from occurrence of fault. 

 

1.3 Underground cable breakdowns 

The licensee/franchisee shall restore the supply in case of breakdown of its 

underground cable within: 

a)  12 hrs. in Class 1 Cities  

b)  12 hrs. in Urban Areas  

c)  24 hrs. in Rural Areas 

from occurrence of fault. 
 
 
1.4 Transformer failure 

The licensee/franchisee shall restore the supply in case of failure of its 

transformer within: 

a)  In case of Distribution Transformers  

           i.   8 hrs. in Class 1 Cities 

ii.  8 hrs. in Urban Areas 

   iii.     24 hrs. in Rural Areas 

from occurrence of failure. 

b) In case of Power Transformers (33/11 kV) 

48 hrs. from occurrence of failure. 
 
 
1.5 Scheduled outages 

 

a)  Interruption in power supply due to schedule outages, other than the load-

shedding, shall be notified by licensee at least 24 hours in advance for planned 

shutdown and same day in emergent cases and shall not exceed 7 hours in a 

day. The supply should normally be restored by 6 pm. Licensee shall plan to 
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undertake all preventive maintenance/periodical maintenance/service connection 

related activity during the scheduled outage. The notification of the scheduled 

outage shall be conveyed to the effected consumers by vide publicity in the local 

news paper/display on the Discom website. Notification shall also be sent on the 

registered mobile number thorough SMS or by any other electronic mode . 

 

b) Scheduled outage/planned shutdown on industrial feeders shall not be taken 

except on weekly off days of the concerned industrial area in consultation with 

industrial areas association. 

 

c)  Scheduled  outage/planned  shutdown  on  urban  feeders  shall  not  be taken 

except on Tuesday and Friday. 

 

d) Scheduled  outage/planned  shutdown  on  rural  feeders  shall  not  be taken 

except on Wednesday and Saturday. 

 

e)  In case there is a planned/scheduled outage from 132 kV substations, the same 

shall be  utilized by the Discom(s) for planning their activity such as 

preventive/periodical maintenance/service connection related activity. 

 

1.6     In case of unplanned outage or fault, immediate intimation shall be given by the 

Licensee to the consumers through  SMS  or  by  any  other  electronic  mode  

along  with  estimated  time  for restoration. This information shall also be available 

in the customer care center of the distribution licensee. 

 
 
2. Quality of Supply 

 

2.1 Voltage Variations 

The licensee/franchisee shall maintain voltages at the point of supply to a consumer 

within the limits as under 

a)  +6% and -6% in case of LT supply  

b)  +6% and -9% in case of HT supply  

c)   +10% to -12.5% in case of EHT supply 

 

and in case of variation, the problem shall be resolved within the time frame as 

given below: 

 

a)  2 working days of the original complaint provided no expansion/ 

enhancement/ up  gradation of the distribution system/ network is 

involved 

 

b) 15 days in case  only LT line  augmentation/up  gradation and distribution 

transformer capacity enhancement is required 
 

c)  60 days in case new distribution transformer substation is required 

 

d)  120 days in case new 33/11 kV substation/augmentation of 33 kV substation 

is required from the time of reporting by the consumer. 
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2.2 Reliability indices 

 

a) The distribution licensee shall supply 24x7 power to all consumers.  

However, lower hours of supply for some categories of consumers like 

agriculture may be specified. 

 

b) Supply   interruption   benchmark-   The   smallest   unit   for   supply 

interruption benchmark shall be 11 kV feeder. The following shall be 

benchmark- 

i.  11 kV industrial feeder- Thirty numbers sustained interruptions per six 

months or fifteen numbers sustained interruptions per quarter. 

ii.  11 kV urban feeder- Forty Eight numbers sustained 

interruptions per six months or twenty four numbers sustained 

interruptions per quarter. 

iii.  11 kV rural feeder- Sixty six numbers sustained interruptions per six 

months or thirty three numbers sustained interruptions per quarter. 

 

c) Supply outage duration benchmark- The smallest unit for supply outage 

duration benchmark shall be 11 kV feeder. The following shall be 

benchmark- 

i. 11 kV industrial feeder- Seventy hours per six months or thirty five hours 

per quarter. 

 ii. 11 kV urban feeder- One hundred forty hours per six months or seventy 

hours per quarter. 

iii. 11 kV rural feeder- Two hundred ten hours per six months or one hundred 

five hours per quarter. 

 

2.3 Benchmark  of  SAIFI  and  SAIDI-  The  following  shall  be  the  half  yearly/ 

quarterly benchmark for SAIFI and SAIDI in the licensee/franchisee area- 

 

i. SAIFI- Twenty interruptions per consumer per six months or ten interruptions 

per consumer per quarter . 

ii. SAIDI- Thirty hours per consumers per six months or fifteen hours per 

consumer per quarter . 

 

SAIFI and SAIDI- SAIFI and SAIDI shall be calculated as per following formula 

on half yearly/ quarterly basis for entire licensee/franchisee area- 

 

n 

SAIFI= ∑ (Ai x Ni)/Nt 

i=1 

 

 

n 

SAIDI= ∑ (Bi x Ni)/Nt 

i=1 

 

Ai= Total number of sustained interruptions on Ith feeder for 6 months or quarter as the 

case may be. 
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Bi= Total duration of sustained interruptions on the Ith feeder during 6 months or 

quarter as the case may be.  

Ni=  Total  number  of  consumers  on  the  Ith   feeder  for  6  months or quarter as the 

case may be. (Mean of 6 months or quarter as the case may be) 

Nt= Total number of consumers on all the feeders.  

n= Number of 11 kV feeders in the licensee area. 
 
 
2.4 System reliability to avoid heavy fluctuations or short circuiting of lines 

(a) The Licensee/franchisee shall erect and keep the system  so  reliable to avoid 

any damage to electrical equipments of the consumers on account of heavy 

fluctuations in supply voltage or short circuiting of lines. 

 

(b) If on any LT feeder some industrial/ motive load is also connected which results in 

voltage dip/ fluctuations for other consumers connected on the same feeder, such 

consumers having industrial/ motive load, shall have to take supply through 

separate feeder from the nearest transformer/ feeder pillar at its own cost so as to 

avoid impact of its load on other consumers and also make necessary technical 

interventions as per the guidelines issued by the Discoms with the approval of the 

Commission 

 

2.5 Licensee/franchisee shall within 6 months of the date of these regulation, shall  

ensure  an  IT  enabled  system  for  automatic  record  of  reliability indices as per 

clause 2.2 and SAIFI and SAIDI as per clause 2.3 along with the comparison with 

the benchmark. The display of such figures should be available on the 

website/mobile app of the licensee/franchisee as well as the Regulatory 

Commission. 
 
 
3. Meter Complaints 

 

3.1 Testing of Meter 

In case a consumer reports that meter is not functioning properly, a notice of 15 

days can be given to the licensee. Licensee shall verify the correctness of meter at 

site and if required replace the meter within 15 days from date of reporting by the 

consumer .  However, No test fee shall be charged from the consumer at the time of 

reporting if the meter is found to be defective or burnt due to reasons attributable 

to the consumer, the consumer shall bear the cost of new meter /  security and 

test fee shall be charged from the consumer through subsequent bills. 

 

3.2 Replacement of stopped/damaged/burnt Meter 

In case of stopped/damaged/burnt meter, the meter shall be replaced by the licensee 

within twenty-four hours in urban areas and seventy-two hours in rural areas   of its 

detection or date of intimation by the consumer. 

 

Provided that in case of no current complaint on account of 

stopped/damaged/burnt meter, the licensee/franchisee shall replace the meter within 

24 hrs  of reporting by the consumer or detection by the licensee/franchisee, as 

the case may be,  unless it is established that the meter has been tempered or 
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damaged in any way including excess load by the  consumer,  in  which  case,  the  

licensee/franchisee  shall  replace  the meter  within 24 hours after depositing the 

amount of security of meter towards cost of meter by the consumer and other 

formalities, if any. 

 

4. Shifting of Meters/Service Lines 

 

4.1 Demand Note 

The licensee/franchisee shall inspect and inform the estimated cost to the consumer 

within 15 days of receipt of application. 

 

4.2 Shifting of Meter 

The licensee/franchisee, on receipt of amount of demand note and necessary 

clearances/no objection shall shift the meter within: 

a)  7 working days in case of LT consumers  

b)  15 working days in case of HT & EHT consumers 

 

4.3 Shifting of Service Line 

The licensee/franchisee, on receipt of amount of demand note and necessary 

clearances/no objection shall shift the service line within: 

 a)  15 working days   in case of LT consumers 

 b)  1 month                         in case of HT consumers 
 
 
5. Release of New Connections or additional power 

 

The   licensee/franchisee   shall   release   new   connections   to   different 

categories of consumers under different situations, as per the norms specified in the 

RERC (Supply Code & Connected Matters) Regulations, 2021. 
 
 
 
6. Transfer of ownership and change of category 

 

The licensee/franchisee, on receipt of necessary documents certifying the transfer 

of ownership or change of category, as the case may be, shall transfer the 

ownership of the connection or change of category on the existing system, within 

1 month. 
 
 
 
7. Consumer bill complaint 

 

In  case  of  any  billing  problem,  the  consumer  should  approach  the 

concerned Sub  divisional officer or Billing officer personally or get the 

complaint registered through online help desk system. The consumer shall be given a 

registration number of the complaint. The  licensee/franchisee shall resolve the 

billing problem within: 

 

a) 3 working days, in case no information is required to be collected 

b) 7 working days, in case some information is required to be collected by the 

billing authority. 
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In case the complaint is genuine, the licensee/franchisee shall extend the due date 

for payment of bill so as to allow at least 7 working days for making payment by 

the consumer. 
 
 
8. Disconnection of supply 

 

8.1 The licensee/franchisee, on receipt of a request and clearance of dues from the  

consumer  along  with  disconnection  fee,  if  any,  prescribed  by  the Commission, 

shall disconnect the supply within: 

a)  3 working days  in Class 1 Cities  

b)  7 working days in Urban Areas 

c)  7 working days i n  Rural Areas 

 

8.2 In case of permanent disconnection, the licensee/franchisee shall refund all the 

money payable to the consumer such as security etc and issue a “No- Dues 

Certificate” within 7 days from the date of disconnection or from the date of 

clearing the admissible dues by the consumer payable to the licensee/franchisee; 

whichever is later. 
 
 
9. Restoration of a disconnected consumer 

 

The licensee/franchisee, on clearing the dues by a disconnected consumer, shall  

restore  supply  within    6 working hours.  In  case   erection  of  infrastructure is 

required, it shall be as per the time lines given in the RERC (Supply Code & 

Connected Matters) Regulations, 2021. 
 
 
10. Delivery of bills 

 
 

The licensee/franchisee shall serve the bills on the consumers as per the timelines 

given in the RERC (Supply Code & Connected Matters) Regulations, 2021. 

 

In case the consumer does not receive the first bill within t i m e  l i n e  

s p e c i f i e d  i n  t h e  RERC (Supply Code & Connected Matters) Regulations, 

2021, he may complain, in writing, to the distribution licensee and the distribution 

licensee shall issue the bill within seven days. 

 

If any bill is served with a delay of more than sixty days, the consumers shall be 

given a rebate as per RERC (Supply Code & Connected Matters) Regulations, 2021. 

 

Schedule-II 
 
 

Compensation Payable by the Licensee/franchisee 

 

In case of failure of a licensee/franchisee to meet the Guaranteed Standards of 

Performance  as   specified  in  Schedule-I  of  these  regulations,  the  following 

compensation shall be payable to the consumer by the licensee/franchisee- 
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Sr. Ref no. of 

Sch.1 

SOP Parameters Compensation payable to 

each effected consumer 

1. Restoration of supply 

1. 1.1 No current complaint Rs. 75 for LT 

Rs. 150 for HT 

2. 1.2 Overhead Line/overhead Cable 

breakdowns 

Rs. 75 for LT 

Rs. 150 for HT 

3. 1.3 Underground cable break down Rs. 75 for LT 

Rs. 150 for HT 

4. 1.4 Distribution and/or

 Power 

Transformer Failure 

Rs. 150 for LT 

Rs. 450 for HT 

5. 1.5 Scheduled outage 

i. Default in 24 hours notice 

ii. Exceeding 7 hours duration 

Rs. 75 

 

2. Quality of supply 

 
6. 2.1 Voltage variations Rs. 150 for LT  

Rs. 450 for HT 

7. 2.2 i. Supply interruption 

 

 

 

ii. Supply outage duration 

Rs. 5 Per interruption 

exceeding the benchmark 

 

Rs.  5 Per  hour or  part 

thereof exceeding the 

benchmark 

8. 2.3 i. SAIFI 

ii. SAIDI 
A separate system 

development fund shall be 

maintained by the licensee/ 

franchisee in which Rs.  

0.5 Crore for SAIFI and 

Rs.  0.5 Crore for SAIDI, 

quarterly shall be 

deposited towards each 

default in the benchmark 

of SAIFI and SA ID I.   

The fund shall be utilized 

with the prior approval of 

Regulatory Commission. 
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9. 2.4 

Compensation  

for damages on 

account 

of  heavy 

fluctuations in 

supply or short 

circuiting of lines 

Fan, B&W TV, Mixy Rs  1000 

Colour  TV,  Semi-Automatic  

Washing  Machine, Fridge 

Rs  2000 

Fully  Automatic  Washing  

M ach in e ,  Computer, Air 

Conditioner 

Rs  4000 

 

Note: - Compensation for damages on account of heavy fluctuations in supply or short 

circuiting of lines shall be payable to individuals when event affects more than  five  

consumers  on  a  feeder  and  subject  to  physical  verification  of  the damaged 

equipments by the licensee. 

 

3. Meter Complaints 

10. 3.1 Testing of meter Rs. 200 for LT  

Rs. 500 for HT  

Rs. 1000 for EHT 

11. 3.2 Replacement  of  stopped / 

defective/ burnt Meter 

As per RERC 

(Electricity Supply Code & 

Connected Matters) 

Regulations 2021 

12. 3.2 For no-current complaint due 

to meter 

Rs. 200 for LT  

Rs. 500 for HT  

Rs. 1000 for EHT 

 

 

 

4. Shifting of Meter / Service line 

 
13. 4.1 Demand note Rs. 75 for LT  

Rs. 150 for HT  

Rs. 300 for EHT 
 

14. 
 

4.2 Shifting of Meter Rs. 75 for LT  

Rs. 150 for HT 

Rs. 300 for EHT 

15. 4.3 Shifting of Service line Rs. 75 for LT 

Rs. 150 for HT 

 

5. Release of new connection/additional power 
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16. 

 
5 

Release of new 

connection/additional power 

Rs. 300 for LT  

Rs. 750 for HT  

Rs. 1500 for EHT 

 

6. Transfer of ownership or change of category 

 
 

17. 

 
 

6 

Transfer  of  ownership  or  change  

of category 

Rs. 75 for LT  

Rs. 150 for HT 

Rs. 300 for EHT 

7. Consumer bill complaint 

 
 

18. 

 
 

7 

Billing complaint resolution Rs. 75 for LT  

Rs. 150 for HT 

Rs. 300 for EHT 

 

8. Disconnection of supply 

 
19. 

 
8.1 Disconnection of supply Rs. 75 for LT  

Rs. 150 for HT  

Rs. 300 for EHT 

 
20. 

 
8.2 Issue of no dues certificate Rs. 500 for LT  

Rs. 1000 for HT  

Rs. 2000 for EHT 

 

9. Restoration of a disconnected consumer 

 
21. 

 
9 Restoration of a disconnected consumer Rs. 500 for LT  

Rs. 1000 for HT  

Rs. 2000 for EHT 

10. Delivery of bills 

 
22. 

 
10 Delivery of bills Rs. 25 for LT  

Rs. 50 for HT  

Rs. 75 for EHT 
 
 
 

Note: -The above mentioned amount of compensation shall remain the same if time 

taken by licensee is up to double the specified period; thereafter the amount of 

compensation shall be double the amount specified above. 
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Schedule -III 
 
 

Overall minimum Standards of Performance for a Licensee/franchisee:- 
 
 
 
 

S. No. 

 
 

Activity as mentioned in Schedule-II 

Minimum overall  

quarterly standards of 

performance 

1. No current complaints 95% 

2. Other activities 90% 
 

3. 
SAIFI To be achieved as per 

Schedule-I 
 

4. 
SAIDI To be achieved as per 

Schedule-I 

 

Distribution SOP Reporting Formats 

 

                     Establishment of Help desk 

 

SOP-1        

 Name of Licensee/franchisee: 
S. 

No. 

Name of 

Circle/ 

franchise

e area 

Total no. 

of help 

desk to be 

establishe

d 

No. of help 

desk 

previously 

established 

No. of 

help desk 

establishe

d during 

the period 

Total no. 

of help 

desk 

establishe

d (4+5) 

help desk yet 

to be 

established                  

(3-6) 

No. of 

consu

mers 

connec

ted 

with 

help 

desk 

Total 

no. of 

consu

mers 

in the 

area 

1 2 3 4 5 6 7 8 9 

1         

2         

3         

4         

5         

6         

7         

8         

 Total        

 

 

 

   (Signatures with Designation) 
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Distribution SOP Reporting Formats 

Consumer Complaints and system reliability parameters 

SOP-2 A 
Name of Licensee/franchisee:  

 

A. Individual consumer grievance 

 
S. 

No. 

Ref no. 

of Sch.-

1 

SOP 

Parameters 

Complai

nts 

brought 

forward 

Receive

d during 

period 

Total 

compl

aints 

(4+5) 

No. of 

compla

ints 

Redres

sed in 

time 

(out of 

6) 

% of 

compla

ints 

Redres

sal in 

time 

(7/6*10

0) 

No. of 

complaint

s 

Redressed 

beyond 

time (out 

of 6) 

Total 

comp

laints 

redre

ssed 

(7+9) 

Compl

aints 

pendin

g  (6-

10) 

Minimu

m overall 

performa

nce 

target as 

per 

schedule-

III 

Wheth

er 

overal

l 

standa

rds 

achiev

ed 

(yes/n

o) 

1 2 3 4 5 6 7 8 9 10 11 12 13 

1 1.1 No current 

complaint 

          

2 1.2 Overhead Line 

/ overhead 

Cable 

breakdowns 

          

3 1.3 Underground 

cable break 

down 

          

4 1.4 Distribution 

and/or power 

Transformer 

Failure 

          

5 1.5 Scheduled 

outage Default 

in 24 hours 

notice 

          

6 1.5 Scheduled 

outage 

Exceeding 7 

hours duration 

          

7 2.1 Voltage 

variation 

          

8 3.1 Testing of 

Meter 

          

9 3.2 Replacement of 

stopped/defecti

ve/burned 

Meter 

          

10 3.2 No-current 

complaint due 

to meter 

          

11 4.1 Demand note           

12 4.2 Shifting of 

Meter 

          

13 4.3 Shifting of 

Service line 

          

14 5 Release of new 

connection/addi

tional power 

          

15 6 Transfer of 

ownership or 

change of 

category 

          

16 7 Billing 

complaint 

resolution 

          

17 8.1 Disconnection 

of supply 

          

18 8.2 Issue of no 

dues certificate 

          

19 9 Restoration of 

DC consumers 

          

20 10 Timely delivery 

of bills 

          

  Total           
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SOP-2 B 

B. Feeder details 

i. For industrial feeders 

 
S. 

No. 

Ref no. 

of 

Sch.-1 

SOP 

Para

meter 

Total 

No. of 

industri

al 

feeders 

No. of 

feeders out 

of Column 4 

having 

sustained 

interruption

s more than 

the 

benchmark 

as per 

schedule-I 

No. of 

feeders out 

of Column 

4 having 

sustained 

interruptio

ns less than 

the 

benchmark 

as per 

schedule-I 

(4-5) 

% of 

feeders 

not 

exceedin

g the 

benchm

ark 

(6/4*100

) 

No. of 

11 kV 

feeder

s out 

of 4 

exceed

ing the 

outage 

durati

on as 

per 

schedu

le-I 

No. of 

feeders 

out of 

Colum

n no. 4 

having 

outage 

duratio

n less 

than 

the 

bench

mark 

as per 

schedu

le-I (4-

8) 

% of 

feeders 

not 

exceeding 

the 

outage 

duration 

benchmar

k 

(9/4*100) 

Minimu

m 

perform

ance 

level as 

per 

schedul

e-III for 

Colum 

no. 7 & 

10 shall 

be 

minimu

m 90% 

and 

above 

Whether 

overall 

standards 

achieved 

(yes/no) 

           In 

respe

ct of 

susta

ined 

inter

rupti

on 

(yes/

no) 

In 

respe

ct of 

susta

ined 

inter

rupti

on 

durat

ion 

(yes/

no) 

1 2 3 

 

4 5 6 7 8 9 10 11 12 13 

1   

 

          

2    

 

          

3    

 

          

  Total  

 

          

 

 

           ii. For Urban feeders 

 
S. 

No. 

Ref 

no. of 

Sch.-1 

SOP 

Paramet

er 

Total 

No. of 

Urban 

feeders 

No. of 

feeder

s out 

of 

Colu

mn 4 

havin

g 

sustai

ned 

interr

uptio

ns 

more 

than 

the 

bench

mark 

as per 

sched

ule-I 

No. of 

feeders 

out of 

Column 

4 having 

sustaine

d 

interrup

tions less 

than the 

benchm

ark as 

per 

schedule

-I (4-5) 

% of 

feede

rs not 

excee

ding 

the 

bench

mark 

(6/4*

100) 

No. of 

11 kV 

feeders 

out of 4 

exceedi

ng the 

outage 

duratio

n as 

per 

schedul

e-I 

No. of 

feeders 

out of 

Colum 

4 

having 

outage 

duratio

n less 

than the 

benchm

ark as 

per 

schedul

e-I (4-8) 

% of 

feeders 

not 

exceedin

g the 

outage 

duration 

benchm

ark 

(9/4*100

) 

Minim

um 

perfor

mance 

level as 

per 

schedul

e-III 

for 

Colum 

no. 7 & 

10 

shall 

be 

minim

um 

90% 

and 

above 

Whether overall 

standards 

achieved (yes/no) 

In 

respect 

of 

sustain

ed 

interru

ption 

(yes/no

) 

In 

respec

t of 

sustai

ned 

interr

uption 

durati

on 

(yes/n

o) 

1 2 3 4 5 6 7 8 9 10 11 12 13 
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1   

 

          

2 
  

 

 

          

3 
  

 

 

          

  Total 
 

 

          

 

iii. For Rural feeders 

 
S. 

No. 

Ref 

no. of 

Sch.-1 

SOP 

Parame

ter 

Total 

No. of 

Rural 

feeders 

No. of 

feeders 

out of 

Column 

4 

having 

sustaine

d 

interru

ptions 

more 

than 

the 

benchm

ark as 

per 

schedul

e-I 

No. of 

feeders 

out of 

Colum

n 4 

having 

sustain

ed 

interru

ptions 

less 

than 

the 

bench

mark 

as per 

schedul

e-I (4-

5) 

% of 

feede

rs 

not 

excee

ding 

the 

benc

hma

rk 

(6/4*

100) 

No. of 

11 kV 

feeders 

out of 4 

exceedi

ng the 

outage 

duratio

n as per 

schedul

e-I 

No. of 

feeders 

out of 

Colum 

4 

having 

outage 

duratio

n less 

than the 

benchm

ark as 

per 

schedul

e-I (4-8) 

% of 

feede

rs not 

excee

ding 

the 

outag

e 

durat

ion 

bench

mark 

(9/4*

100) 

Minim

um 

perfor

mance 

level as 

per 

schedul

e-III 

for 

Colum 

no. 7 & 

10 

shall 

be 

minim

um 

90% 

and 

above 

Whether overall 

standards 

achieved 

(yes/no) 

In 

respect 

of 

sustaine

d 

interru

ption 

(yes/no) 

In 

respe

ct of 

sustai

ned 

interr

uptio

n 

durat

ion 

(yes/n

o) 

1 2 3 

 

4 5 6 7 8 9 10 11 12 13 

1    

 

          

2    

 

          

3    

 

          

  Total  

 

          

 
 

SOP-2 C 

C. SAIFI and SAIDI 

 

S. No. 

Name of 

the 

Circle/fra

nchisee 

area 

 

No. 11 kV 

feeder 

Total no. of 

consumers 

Calculate

d SAIFI 

as per 

formula 

given in 

schedule-I 

Calculated 

SAIDI as 

per formula 

given in 

schedule-I 

Whether 

SAIFI 

benchma

rk 

achieved 

(yes/no) 

Whether 

SAIDI 

benchmark 

achieved 

(yes/no) 

1 
2 

 
3 4 5 6 7 8 

1 
  

             

2 
  

             

3 
  

             

  

Total 

Discom/fr

anchisee 

area 
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Distribution SOP Reporting Formats 

Details of Compensation Paid 

SOP-3 

Name of Licensee/franchisee: 

                                                                                                                                                                                                                                                                                  

                                                                     For the 1st /2nd /3rd /4th quarter  ending: ________ 

 

S. 

No. 

Name 

of 

circle/f

ranchis

ee area 

Number of 

consumers in the 

circle/franchisee 

area 

Compensation lodged Compensation paid 
Automatic 

compensation  

No. of 

consumers 
Amount (Rs.) 

No. of 

consumers 

Amount 

(Rs.) 

No. of 

consumers 

Amount 

(Rs.) 

1 

 2 3 4 5 6 7 8 9 

1 

   

       

2 

   

       

3 

   

       

4 

   

       

5 

   

       

6 

   

       

7 

   

       

8 

   

       

  
Total 

 

       

 

 

Distribution SOP Reporting Formats 

Details of system development fund as per Schedule-II 

SOP-4 

Name of Licensee/franchisee:                                                                                                                                                                                                                                                    

                                                            For the 1st     /2nd /3rd / 4th quarter ending: ________ 

 
S. No. Amount of 

fund available 

up to the 

previous 

period 

(Rs.) 

Amount of fund 

deposited in the current 

quarter (Rs.) 

Total fund 

available  (Rs.) 

Fund utilized as 

per regulatory 

approval (Rs.) 

Balance lying 

unutilized (Rs.) 

1 

 

2 3 4 5 6 

1 

 

     

2 

 

     

3 

 

     

4 

 

     

 Total 

 

    

 

 

                                                                          (Signatures with Designation) 
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   Annexure –I 

 

Name of Complaint Centre/help desk: 

 

Name of circle/division/sub-division: 
                                                                                                                                

Month 

 
S. 

No. 

Time 

and 

date 

of 

receiv

ing 

compl

aint  

Mod

e of 

recei

ving 

com

plain

t  

Name, 

addres

s, 

mobile 

no. of 

compl

ainant 

A/c 

no. 

K. 

No. 

Natu

re of 

comp

laint 

Com

plain

t 

regist

ratio

n 

num

ber 

Refere

nce 

guara

nteed 

standa

rds 

Time 

and 

date of 

redres

sal of 

compl

aint 

Total 

time 

take

n for 

com

plain

t 

redr

essal 

(in 

days/

hrs) 

Redr

essal 

of 

griev

ance 

withi

n std 

time. 

(yes/n

o) 

whethe

r 

automa

tic 

compe

nsation 

is paid 

where 

require

d to be 

given 

as per 

regulat

ion 8.1 

Re

mar

ks 

1 2 

 

3 4 5 6 7 8 9 10 11 12 13 14 

1  

 

            

2  

 

            

3  

 

            

  

 

            

 

 

Annexure-II  

Compensation claim format for the consumers 

 
1 Name of the consumer 

 

 

2 Account number 

 

 

3 K. No. 

 

 

4 Mobile number 

 

 

5 Nature of grievance 

 

 

6 Time and date of registration with the 

licensee/franchisee 

 

 

7 The complaint registration number conveyed by 

the licensee/franchisee 

 

 

8 Time and date of complaint redressal 

 

 

9 Delay as per prescribed benchmark as per 

schedule-I 
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10 Compensation formula as per schedule-II (Rs.) 

 

 

11 Amount of compensation claimed 

 

 

                                                                                                                                                                 

Signature of claimant  

                                                                                                                                              

                    Name 

                                                                                                                                                 

                    Address 

   

                 Contact no. and e-mail 

 

Note: - The licensee/franchisee shall assign registration to each such compensation application. 

 

 
 

्‍ 

     

राज््‍य्‍केन््‍रीय्‍मरुणालय,जयपरु। 
 



 

राजस्‍थान राजपत्र 

विशेष ांक 

RAJASTHAN GAZETTE 

Extraordinary 

स धिक र प्रक शशत 
Published by Authority 

चैत्र 18, गरुूवार,  शाके  1943&अप्रेल 8, 2021 
Chaitra 18, Thursday, Saka 1943- April  8, 2021 

भाग-7 

ववभभन्‍न‍ववभाग ‍ें  ‍प्रााों  ‍ेे‍भल ‍ेे्‍‍ र‍ें ा गने‍ेी‍सचूनाओ ‍ेो‍सम्में भलत‍ेरत‍ेहुोें ‍साववजनने‍
और‍ननजी‍ववज्ञापन‍आदाA 

 

राजसथान्‍विद्यतु्‍विननयामक्‍आयोग 

अधिसचूना 
जयपरु,्‍अप्रेल्‍5,्‍2021्‍ 

 

सखं््‍या्‍ राविविआ/सचिि/विनन.्‍ 143्‍ :-राजस्थान‍ ववद्ों तु‍ ववननों ाें े‍ आों ोग, ववद्ों तु‍
अधिननों ें , 2003 (2003‍ेा‍36वा)‍ेी‍िारा‍181‍ेी‍उपिारा  ‍(आर)‍और‍( स)‍सपदित‍िारा‍42‍ेी‍
उपिारा  ‍ (5) से‍ (7) द्वारा‍ इस‍े प्रात‍ शम्ततों  ‍ ेा‍ तथा‍ इस‍ ननभें त‍ सें थव‍ ेरने‍ वाली‍ सें स्त‍
शाम्ततों  ‍ेा‍उपों ोग‍ेरत‍ेहुोें , पवूव‍प्रेाशन‍ेे‍पश्चात,्  तद्द्वारा‍उपभोतता‍भशेाों त‍ननवारण‍फोरें , 

ववद्ों तु‍लोेपाल‍और‍उपभोतता‍पक्षेारी‍से‍स ब धित‍ननमनभलखित‍ववननों ें ‍बनाता‍है। 

 

अध्ों ाों ‍1 

प्रारम्मभे 

 

लघ्ु‍शीर्षक, प्रारम्भण्‍तथा्‍पररभार्ाएँ 

 

लघ्ु‍शीर्षक्‍तथा्‍प्रारम्भण 

 

1.1  इन‍ववननों ें  ‍ेो‍राजस्थान‍ववद्ों तु‍ववननों ाें े‍आों ोग‍(उपभोतता‍भशेाों त‍ननवारण‍फोरें , 

ववद्ों तु‍लोेपाल‍और‍उपभोतता‍पक्षेारी)‍ववननों ें , 2021‍ेहा‍जाोें गा। 
 

1.2‍ ‍ ोें ‍ ववननों ें ‍ ‘‘राजस्‍थान‍ रा‍‍ों ’’‍ ें  ‍ सभी‍ ववतरण‍ अनजु्ञम्ततिाररों  ‍ पर‍ उनेे‍ स ब धित‍
अनजु्ञम्ततिारी‍क्षेत्र ‍फ्र चाइजी‍ेे‍क्षते्र ‍सदहत‍ें  ‍लाग‍ूह गे। 

 

1.3  ोें ‍ववननों ें ‍शासेीों ‍राजपत्र‍ें  ‍इनेी‍अधिसचूना‍ेी‍नतधथ‍से‍प्रवतृ‍ह गे। 
 

1.4  इन‍ववननों ें  ‍ेा‍ववद्ों तु‍अधिननों ें , 2003‍ेी‍िारा‍57‍और‍िारा‍50‍ेे‍अिीन‍आों ोग‍
द्वारा‍ ननदावष्े‍ ववतरण‍ अनजु्ञम्ततिाररों  ‍ ेे‍ भल ‍ ेाों वाक्षता‍ ेे‍ ें ापा्‍ ‍ ववननों ें ‍ और‍
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ववद्ों तु‍ प्रााों ‍ ेो ‍ ववननों ें  ‍ ेे‍ अनसुार‍ साें  जस्‍ों पणूव‍ ढ ग‍ से‍ अथव‍ लगाों ा‍ जाोें गा।‍ इन‍
ववननों ें  ‍से‍ेोई‍भी‍अस गता‍होने‍पर‍ेाों वाक्षता‍ेे‍ें ापा्‍‍ ‍ववननों ें ‍और‍ववद्ों तु‍प्रााों ‍
ेो ‍ववननों ें ‍ेाों ें ‍रहेगे। 

 

1.5  जब‍ते‍के‍स ाभव‍द्वारा‍अन्ों था‍अपके्षक्षत‍न‍हो, इन‍ववननों ें  ‍ें  : 
 

(े)‍ ‘अधिननों ें ’ से‍ अभभप्राों ‍ ववद्ों तु‍ अधिननों ें , 2003 (2003 ेा‍ 36 वा )‍  व ‍ उसेे‍
स शोिन ‍से‍है; 

 

(ि)‍ ‘आपनूत व‍ेा‍क्षते्र’‍से‍अभभप्राों ‍उस‍क्षते्र‍से‍है, म्जसेे‍भीतर‍ े‍ववतरण‍अनजु्ञम्ततिारी‍
(फ्र चाइजी‍ क्षेत्र‍ सदहत)‍ ववद्ों तु‍ ेी‍ आपनूत व‍ ेरने‍ ेे‍ भल ‍ उसेे‍ अनजु्ञापत्र‍ द्वारा‍
अधिेृत‍है; 

 

(ग)‍ अध्ों क्ष‍और‍सास्ों ‍ेा‍अभभप्राों ‍है‍फोरें ‍ेा‍‘अध्ों क्ष’‍ और‍‘सास्ों ’; 
 

(ि)‍ ‘आों ोग’‍ से‍अभभप्राों ‍राजस्थान‍ववद्ों तु‍ववननों ाें े‍आों ोग‍से‍है; 

 

( )‍ भशेाों तेताव‍ेा‍अभभप्राों ‍है:- 
  

(i) ेोई‍ भी‍ उपभोतता‍ ों ा‍ उपभोत‍ताओ ‍ म्जसें  ‍ उसेे/उनेे‍ ेाननूी‍ वाररस‍ ों ा‍
उत्तराधिेारी‍ शाभें ल‍ हैं, म्जसे/म्जनेो‍ केसी‍ अनजु्ञम्ततिारी‍ ेे‍ ववरूद्ध‍
भशेाों त‍है‍और‍ जो‍सीिे‍ों ा‍अपने‍प्रनतननधिों  ‍ेे‍ें ाध्ों ें ‍से‍इसे‍ााों र‍
ेर‍रहा‍है/रहे हैं; ों ा 

 

(ii) ‍ेोई‍भी‍स्वमै्छिे‍उपभोतता‍स घ‍‍ों ा‍स घ ‍जो‍उस‍सें ों ‍प्रवतृें ान‍ेाननू‍
ेे‍ तहत‍प जीेृत‍हैं‍और‍उपभोतताओ ‍ेे‍वहृत्तर‍दहत‍ें  ‍भशेाों त ‍ेर‍रहे‍   

हैं, ों ा‍ 

 

 

(iii) ेोई‍ भी‍ उपभोतता(ओ )/स्वमै्छिे‍ उपभोतता‍ स घ(ओ )‍ जहा ‍ अनजु्ञम्ततिारी‍
प जीेरण‍नही ‍ेरता‍है‍ों ा‍ऐसे‍उपभोतता(ओ )/स्वमै्छिे‍उपभोतता‍स घ(ओ )‍
ेी‍भशेाों त‍ाजव‍ेरने‍ें  ‍ववफल‍रहता‍है; ों ा‍ 

 

(iv) ेोई‍भी‍व्ों म्तत‍म्जसेा‍ववद्ों तु‍ेनेत‍शन‍ेाे‍दाों ा‍गों ा‍है; ों ा 
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(v) ववद्ों तु‍ेी‍आपनूत व‍हेत‍ुनोें ‍ेनेत‍शन‍ेे‍भलोें ‍ेोई‍आवेाे; 

  

(च)‍‘भशेाों त’ ेा‍अभभप्राों ‍है‍ े‍भशेाों तेताव‍द्वारा‍ेी‍गई‍‍ेोई‍भी‍भशेाों त, ों ा‍तो‍ई-
ें ले, ऑनलाइन, सदहत‍भलखित‍ें  ‍ों ा‍फोन‍पर‍ें ौखिे‍रूप‍से‍अगर‍ऐसी‍फोन-स ख्ों ा  ‍
भशेाों त‍ ाजव‍ ेरने‍ ेे‍ भलोें ‍ अनजु्ञम्ततिारी‍ द्वारा‍ ननदावष्े‍ ेी‍ जाती‍ हैं, ों ा‍
अनजु्ञम्ततिारी‍ेे‍ऐसे‍ेाों ावलों  ‍ें  ‍व्ों म्ततगत‍रूप‍से‍जाेर, जो‍अनजु्ञम्ततिारी‍द्वारा‍
अनजु्ञम्ततिारी‍ेे‍ों हा ‍भशेाों त ‍ेे‍प जीेरण‍ेे‍भलोें ‍ननदावष्े‍के ‍जात‍ेहैं,  म्जसें  , 
बबना‍केसी‍सीें ा‍ेे, ननमनभलखित‍से‍स ब धित‍भशेाों त ‍शाभें ल‍हो‍सेती‍है; 

 

(i) अनजु्ञा‍ पत्र‍ और/ों ा‍ केसी‍ भी‍ अनबु ि‍ ों ा‍ सें झौत‍े ों ा‍ आों ोग‍ द्वारा‍ ों था‍
ववननदावष्े‍ववद्ों तु‍प्रााों ‍ेोड़‍ववननों ें  ‍ों ा‍ववतरण‍अनजु्ञम्ततिाररों  ‍ेे‍भलोें ‍
ेाों व‍ाक्षता‍ेे‍ें ापा्‍  ेे‍अनसुरण‍ें  ‍अनजु्ञम्ततिारी‍द्वारा‍ननष्पादात‍केोें ‍
जाने‍ वाले‍ ेाों व,‍ ननष्पाान‍ ेी‍ गुणवता, प्रेृनत‍ और‍ तरीेे‍ ें  ‍ ेोई‍ ाोष, 

अपणूवता, ेें ी‍ों ा‍अपों ावततता; 
 

(ii) ेोई‍ भी‍ अनधुचत‍ व्ों ापार‍ व्ों वहार‍ ों ा‍ प्रनतब िात्ें े‍ व्ों ापार‍ व्ों वहार‍ जो‍
अनजु्ञम्ततिारी‍द्वारा‍ववद्ों तु‍सेवा‍प्राान‍ेरने‍ें  ‍अपनाों ा‍गों ा‍है; ों ा 

 

 

(iii) ववद्ों तु‍ सेवाों  ‍ जो‍ स ब धित‍ ेाननू ‍ ेे‍ अिीन‍ सक्षें ‍ अधिेाररों  ‍ द्वारा‍
ननिावररत‍ों ा‍वववेेपणूव‍उद्ों ोग‍प्रथाओ ‍ेे‍ें ाध्ों ें ‍से‍स्थावपत‍सरुक्षा‍ेोड़, 

ननों ें  ‍और‍ववननों ें  ‍सदहत‍केसी‍भी‍लाग‍ूेाननू‍ेे‍प्राविान ‍ेे‍उल्ल घन‍
ें  ‍जनता‍ेे‍उपों ोग‍ेे‍भलोें ‍ाी‍जा‍रही‍है‍और‍म्जसेे‍पररणाें स्वरूप‍जहा ‍
ें ानव, पशओु ‍और‍सम‍पनत‍ेो‍जोखिें ‍है‍और‍स े ेापन्न‍हो। 

 

(ि)‍ इन‍ववननों ें  ‍ेे‍प्रों ोजन‍ेे‍भलोें ‍उपभोतता‍ेा‍अभभप्राों ‍अधिननों ें ‍ेी‍िारा‍2‍ेी‍
उपिारा‍(15) ेे‍अन्तगवत‍ों था‍पररभावषत‍उपभोतता‍होगा‍और‍इसें  ‍नोें ‍ेनेत‍शन‍ेे‍
भलोें ‍आवाेन‍ेरने‍वाला‍व्ों म्तत‍भी‍शाभें ल‍होगा। 

 

(ज)‍ ववद्ों तु‍ लोेपाल‍ ेा‍ अभभप्राों  अधिननों ें ‍ ेी‍ िारा‍ 42‍ ेी‍ उपिारा‍ (6) और‍ इन‍
ववननों ें  ‍ेे‍अन्तगवत‍आों ोग‍द्वारा‍ननों तुत‍ों ा‍नाभें त‍केों ा‍जाने‍वाला‍प्राधिेारी‍स‍े
हैं‍। 
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(झ)‍ ववद्ों तु‍सेवा‍ें  ‍उपभोतता‍ेो‍ववद्ों तु‍ऊजाव‍ेी‍आपनूत व,‍बबभल  ग,‍ें ीेरी ग‍और‍रिरिाव‍

और‍ सभी‍ सहाों े‍ उप-सेवा  ‍ और‍ भी‍ ेोई‍ अन्ों ‍ सेवा‍ जो‍  े‍ अनजु्ञम्ततिारी‍ द्वारा‍
अपने‍अनजु्ञापत्र‍ों ा‍केसी‍लाग‍ूेाननू‍ेे‍अन्तगवत‍प्राान‍ेरना‍अपके्षक्षत‍है, शाभें ल‍हैं। 

 

(ञ)‍ ‘फोरें ’ ेा‍अभभप्राों ‍अधिननों ें ‍ेी‍िारा‍42‍ेी‍उपिारा‍(5) और‍इन‍ववननों ें  ‍ेे‍
स ाभव‍ ें  ‍ ववतरण‍ अनजु्ञम्ततिारी‍ द्वारा‍ गदित‍ केों ा‍ जाने‍ वाला‍ उपभोतताओ ‍ ेी‍
भशेाों त ‍ेे‍ननवारण‍ेे‍भल ‍फोरें ‍से‍है। 

 

(े)‍ ‘भशेाों त’ से‍अभभप्रेत‍है‍उपभोतता‍ेी‍भशेाों त‍प जीेरण‍ेरने‍ों ा‍उसेा‍ननवारण‍
ेरने‍ेे‍भलोें ‍अनजु्ञम्ततिारी‍ेी‍ववफलता‍ेे‍स ब ि‍ें  ‍ों ा‍केसी‍भशेाों त‍ेे‍अनसुरण‍
ों ा‍स ब ि‍ें  ‍अनजु्ञम्ततिारी‍द्वारा‍ेी‍गई‍केसी‍ेाों ववाही‍ेे‍स ब ि‍ें  ‍उपभोतता‍और‍
अनजु्ञम्ततिारी‍ेे‍बीच‍ेोई‍भी‍वववाा‍शाभें ल‍होगा। 

 

(ि)‍ ‘आ तररे‍भशेाों त‍ननवारण‍प्रेोष्‍ि’‍ों ा‍‘आईजीआर‍प्रेोष्‍ि’‍से उप-ि्‍ ,‍ि्‍ , वतृ‍ों ा‍
म्जला‍ स्तर, ों थाम्स्थनत‍ पर‍ ववतरण‍ अनजु्ञम्ततिारी‍ द्वारा‍ अधिसधूचत‍ ऐसा‍ प्रथें ‍
अधिेारी‍ अभभप्रेत‍ है‍ म्जसस‍े उपभोतता‍ द्वारा‍ अपनी‍ भशेाों त‍ ेे‍ ननवारण‍ ेे‍ भलोें ‍
समप वे ‍केों ा‍जाोें गा। 

 

( )‍ ’अनजु्ञम्ततिारी’ से‍ अभभप्रेत‍ है‍ अधिननों ें ‍ ेे‍ अन्तगवत‍ ों थापररभावषत‍ ववतरण‍
अनजु्ञम्ततिारी। 

 

(ढ)‍ ’प्रो‍ों ेूं र’ ेा‍अभभप्राों ‍उस‍व्ों म्तत‍से‍है‍जो‍धि ‍से‍ववद्ों तु‍ेा‍उपभोग‍ेरता‍है‍और‍
उसी‍ आपनूत व‍ बबन्ा‍ु ेा‍ उपों ोग‍ ेरत‍े हुोें ‍ ववतरण‍ अनजु्ञम्ततिारी‍ ेे‍ भलोें ‍ धि ‍ ें  ‍
ववद्ों तु‍ेा‍अन्‍तक्षेपण‍भी‍ेर‍सेता‍है; 

 

(ण)‍ ’अभ्ों ावेान’ ेा‍ अभभप्राों ‍ भशेाों तेताव‍ द्वारा‍ ों ा‍ ऐसे‍ भशेाों तेताव‍ ेी‍ ओर‍ से‍
लोेपाल‍ ेो‍ केों ा‍ गों ा‍ प्रनतननधित्व‍ है‍ जो‍ अपनी‍ भशेाों त‍ ेे‍ स ब ि‍ ें  ‍ फोरें ‍ ेी‍
ेाों ववाही‍ेे‍पररणाें ‍(ननदावष्े‍सें ों ‍सीें ा‍ेे‍भीतर‍आाेश‍जारी‍नही ‍ेरने, जारी‍के ‍
ग ‍आाेश‍से‍अस तोष, भशेाों त‍ेी‍आ भशे‍ों ा‍पणूव‍बिावस्तगी‍सदहत)‍से‍व्ों धथत‍है। 

 

(त)‍ ’जोनल‍ें खु्ों ालों ’ से‍अनजु्ञम्ततिारी‍द्वारा‍केसी‍ववशषे‍क्षते्र‍ें  ‍शाभें ल‍केोें ‍गोें ‍ओ‍
 ्‍ ‍ ें ‍स वे ल‍ेे‍अिीक्षण‍अभभों न्ताओ ‍पर‍अधिेाररता‍रिन‍ेवाले‍अनजु्ञम्ततिारी‍ेे‍
प्रशासनने‍क्षेत्र‍ेे‍जोनल‍ें खु्ों ‍अभभों न्ता‍ेा‍ें खु्ों ालों , अभभप्रेत‍है। 
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1.6  शब्ा ‍और‍ अभभव्ों म्ततों  ‍‍ ेा‍ उपों ोग‍ म्जनेो‍ ववशषे‍ रूप‍ से‍ इन‍ ववननों ें  ‍ ें  ‍ पररभावषत‍
नही ‍केों ा‍गों ा‍है‍परन्त‍ुववद्ों तु‍अधिननों ें , 2003‍ें  ‍पररभावषत‍केों ा‍गों ा‍है, ेा‍अथव‍
अधिननों ें ‍ ें  ‍ उन्ह ‍ सें नदुाष्े‍ अथव‍ से‍ होगा।‍ अन्ों ‍ शब्ा‍  व ‍ अभभव्ों म्ततों ा ‍ म्जन्ह ‍ ों हा ‍
उपों ोग‍केों ा‍गों ा‍है‍परन्त‍ुइन‍ववननों ें  ‍ों ा‍अधिननों ें ‍ें  ‍पररभावषत‍नही ‍है‍परन्त‍ुस सा‍
द्वारा‍पाररत‍रा‍ों ‍ें  ‍ववद्ों तु‍उद्ों ोग‍ें  ‍लाग‍ूकेसी‍ेाननू, ववद्ों तु‍प्रााों ‍ेोड़‍और‍ेाों व‍‍
ाक्षता‍ेे‍ें ाने ‍ेे‍ववननों ें  ‍ेे‍अन्तगवत‍पररभावषत‍केों ा‍गों ा‍है, ेा‍अथव‍ऐसे‍ेाननू‍ें  ‍
उन्ह ‍सें नदुाष्े‍अथव‍से‍होगा। 

 

अध्याय्‍-2 

आन्तररक्‍शशकायत्‍ननिारण्‍प्रकोष्ठ 

 

2.1‍ ववतरण‍अनजु्ञम्ततिारी‍ेे‍पास‍भशेाों त ‍ेो‍सें ों ‍पर‍ररेा व‍और‍ननवारण‍ेरने‍ेे‍भलोें ‍
आन्तररे‍भशेाों त‍ननवारण‍प्रेोष्ि‍होग ‍।‍इन‍ववननों ें  ‍ें  ‍ननदहत‍दाशा-ननाेश ‍ेे‍अनसुार‍
उपभोतताओ ‍ ेी‍ भशेाों त ‍ ेा‍ ों थासें ों ‍ ननवारण‍ सननम्श्चत‍ ेरने‍ ेे‍ भलोें ‍ ववतरण‍
अनजु्ञम्ततिारी‍ेी‍आईजीआर‍प्रेोष्ि‍ेा‍ेाों ावलों ‍उपि्‍ , ि्‍ ‍ व ‍वतृ‍(म्जला)‍स्तर‍पर‍
होगा। 

 

2.2‍ ववतरण‍ अनजु्ञम्ततिारी‍ ों ह‍ सनुनम्श्चत‍ ेरेगा‍ के‍ उनेे‍ क्षते्र‍ ें  ‍ फ्र चाइजी‍ ेे‍ पास‍ भी‍ ऐसा‍
आईजीआर‍प्रेोष्ि‍होना‍चादहोें । 

 

2.3‍ आईजीआर‍ प्रेोष्ि‍ आख्ों ापे‍ आाेश‍ जारी‍ ेरेगा‍ और‍ ों ह‍ सनुनम्श्चत‍ ेरेगा‍ के‍ प्रों ो‍ों ‍
ववननों ें  ‍ेे‍प्राविान ‍ेो‍ध्ों ान‍ें  ‍रित‍े हुोें ‍ भशेाों त‍ेो‍ााों र‍ेरने‍से‍अधिेतें ‍30‍
दान ‍ेी‍अवधि‍ें  ‍भशेाों त ‍ेो‍ननवारण‍ेर‍दाों ा‍गों ा‍है। 

 

2.4‍ आईजीआर‍प्रेोष्ि‍ेा‍क्षेत्राधिेार‍ननमन‍होगा: 
 

(1)‍ गरै-ें ौदिे/साें ान्ों ‍प्रेृनत‍ेी‍भशेाों त ‍जैस‍ेके‍आपनूत व‍ेी‍गुणवता, सेवा‍ें  ‍ाोष‍
और‍अनजु्ञम्ततिारी‍द्वारा‍ेाों व‍स पाान‍ेे‍ें ाने ‍से‍स ब धित: 

 

(अ)‍ि्‍ ‍स्तर‍पर‍-ि्‍ ‍ेे‍ लेी‍आपनूत व‍उपभोतताओ ‍ेी‍भशेाों त‍ 

 

(ब)‍वतृ‍(म्जला)‍स्तर‍पर‍–‍वतृ‍ेे‍ चेी/ई चेी‍आपनूत व‍उपभोतताओ ‍ेी‍वषेाों त 



662                                         राजस्‍थान‍राज-पत्र,‍अप्रेल‍8,‍2021‍               ‍‍‍ भाग‍7‍                             
(2)‍ ववद्ों तु‍बबल , बेाों ा‍राभश‍ेी‍वसलूी, अधिननों ें ‍ेी‍िारा‍126‍व‍135‍ेे‍अिीन‍

आवतृ‍ ें ाें ल ‍ ेे‍ अनतररतत‍ अनजु्ञम्ततिारी‍ द्वारा‍ ेी‍ गों ी‍ ें ा ग‍ ेे‍ भगुतान‍ से‍
स ब धित‍ें ौदिे‍प्रेृनत‍ेी‍भशेाों तः 

 

(अ)‍उप-ि्‍ ‍स्तर‍पर‍-20,000‍रूपोें ‍ेी‍ें ौदिे‍सीें ा 
 

(ब)‍ि्‍ ‍स्तर‍पर‍-50,000‍रूपोें ‍ेी‍ें ौदिे‍सीें ा 
 

(स)‍वतृ‍(म्जला)‍स्तर‍पर‍-5,00,000‍रूपोें ‍ेी‍ें ौदिे‍सीें ा 
 

2.5‍ ेोई‍ भी‍ उपभोतता‍ म्जस‍े ेोई‍ भशेाों त‍ है‍ वह‍ ववतरण‍ अनजु्ञम्ततिारी‍ द्वारा‍ भशेाों त ‍ ेे‍
ननवारण‍ेे‍भलोें ‍अपनी‍प्रकिों ा‍ें  ‍ों था‍ननिावररत‍प्रपत्र‍और‍तरीेा‍और‍सें ों ‍सीें ा‍  ेे‍
भीतर‍ऐसी‍भशेाों त‍ेो‍आईजीआर‍प्रेोष्ि‍ें  ‍सधूचत‍ेर‍सेता‍है। 

 

 बशतें‍के‍जहा ‍भलखित‍ें  ‍ऐसी‍भशेाों त‍नही ‍ेी‍जा‍सेती‍हो, तो‍आईजीआर‍प्रेोष्ि‍इस‍े
भलखित‍ें  ‍ेें ‍ेरने‍ेे‍भलोें ‍ें ौखिे‍रूप‍से‍भशेाों त‍ेरने‍वाले‍व्ों म्तत‍ेो‍सभी‍प्रेार‍
ेी‍उधचत‍सहाों ता‍प्राान‍ेरेगा। 

 

2.6‍ (अ)‍आईजीआर‍प्रेोष्ि‍ेा‍ेाों ावलों ‍भशेाों त‍प्रातत‍होने‍ेी‍तारीि‍से‍24‍घ े े‍ ेे‍भीतर‍
उपभोतता‍ेो‍भशेाों त‍ेी‍प्राम्तत‍ेी‍पावती‍जारी‍ेरेगा।‍जहा ‍भशेाों त‍व्ों म्ततश:‍प्रस्ततु‍
ेी‍गई‍है, प्रस्ततु‍ेरने‍ेे‍सें ों ‍पावती‍प्राान‍ेी‍जा गी। 

 

 बशत‍ेके‍जहा ‍आईजीआर‍प्रेोष्ि‍ेो‍ई-ें ले‍द्वारा‍भशेाों त‍प्रस्ततु‍ेी‍जाती‍है‍   उपभोतता‍
ेो‍भशेाों त‍ेी‍प्राम्तत‍ेी‍सचूना‍जल्ा‍से‍जल्ा‍ररेनव‍ई-ें ेल‍द्वारा‍प्राान‍ेी‍जाोें गी। 

 

 बशत‍ेों ह‍के‍जहा ‍आईजीआर‍प्रेोष्ि‍ेो‍ई-ें ेल‍द्वारा‍भशेाों त‍प्रस्ततु‍ेी‍जाती‍है‍उसेी‍
हा व‍ेॉपी‍ेो‍आईजीआर‍प्रेोष्िेो‍अलग‍से‍जें ा‍ेरने‍ेी‍आवश्‍ों ेता‍नही ‍होगी। 

 

 बशत‍ेों ह‍और‍के‍आईजीआर‍प्रेोष्ि‍ऐसे‍इलेतरॉनने‍ररेॉ व‍ेो‍पनुः‍प्राम्तत‍ें  ‍आसानी‍ेे‍
भलोें ‍हा व‍रूप‍ें  ‍रि गे। 

 

 (ब)‍उप-ि्‍ ‍(अ)‍ेे‍बावजूा, ववतरण‍लाइस स‍ेे‍ेें वचाररों  ‍द्वारा‍स ब धित‍ेाों ावलों ‍(जो‍
आईजीआर‍प्रेोष्िेा‍दहस्सा‍हो‍भी‍सेता‍है‍और‍नही ‍भी)‍ें  ‍उपलब्ि‍ेराई‍गई  ‍भशेाों त‍
ेी‍प्राम्तत‍ेी‍भलखित‍सचूना‍ेो‍इन‍ववननों ें  ‍ेे‍प्रों ोजन ‍ेे‍भलोें ‍पावती‍ें ाना‍जाोें गा।‍ 

 



भाग‍7                                   राजस्‍थान‍राज-पत्र,‍अप्रेल‍8,‍2021‍      ‍‍‍‍‍‍‍‍     663      

ररपोर्टिंग्‍आिश््‍यकताय ं

 

2.7‍ प्रत्ोें े‍आईजीआर‍प्रेोष्‍ि‍ेॉपपोररेे‍स्तर‍सीजीआर फ‍ेो‍भशेाों त /भशेाों त ‍ेे‍ननपेान‍पर‍
 े‍त्रेैं ाभसे‍ररपो वे‍प्रस्ततु‍ेरेगा।‍ेॉपोरेे‍स्तर‍ेे‍सीजीआर फ, आईजीआर‍प्रेोष्ि‍पर‍
ननगरानी‍रि ग‍ेऔर‍ननों भें त‍रूप‍से‍आईजीआर‍प्रेोष्ि‍ेे‍ेाें ‍ेी‍ननगरानी‍और‍सें ीक्षा‍
ेर गे। 

 

2.8‍ ेॉपोरेे‍ स्तर‍ सीजीआर फ‍ ों ह‍ सनुनम्श्चत‍ ेरने‍ ेे‍ भलोें ‍ के‍ ववननों ाें े‍ ढ़ा चे‍ ेे‍ भीतर‍
भशेाों त ‍ ेा‍ ननवारण‍ केों ा‍ जाता‍ है‍ और‍ आईजीआर‍ प्रेोष्ि‍ आख्ों ात्ें े‍ आाेश‍ पाररत‍
ेरता‍ है, इन‍ ववननों ें  ‍ेे‍ लाग‍ू होने‍ ेे‍  े‍ ें हीने‍ ेे‍ भीतर‍उपों तुत‍ दाशा-ननाेश‍ जारी‍
ेरेगा। 

 

 बशत‍े के‍ इन‍ ववननों ें  ‍ ेे‍ लाग‍ू होने‍ ेे‍ तीन‍ ें हीने‍ ेे‍ भीतर‍ आईजीआर‍ प्रेोष्ि‍ ेी‍
स्थापना‍ेी‍जाोें गी, तब‍ते‍भशेाों त‍ननवारण‍ेा‍ें ौजूाा‍त त्र‍जारी‍रहेगा। 

 

 बषत‍े ों ह‍ के‍ आईजीआर‍ प्रेोष्ि ‍ ेे‍ भलोें ‍ दाशा-ननाेश‍ जारी‍ ेरत‍े सें ों ‍ ों ह‍ सनुनम्श्चत‍
केों ा‍जाना‍चादहोें ‍ के‍साें ान्ों ‍प्रेृनत‍ेी‍ भशेाों त ‍और‍तथ्ों ात्ें े‍त्रदुेों ा , बबल‍सिुार, 

अ े गखणतीों ‍ त्रदुेों  ‍ ेा‍ सिुार‍ और‍ ररेॉ व‍ पर‍ स्पष्े‍ त्रदुेों ा ‍ वाली‍ भशेाों त ‍ स ब धित‍
अधिेारी‍ेे‍स्तर‍पर‍तरुन्त‍ननवारण‍केों ा‍जाना‍चादहोें ‍और‍आईजीआर‍प्रेोष्ि‍ेो‍नही ‍
भेजा‍जाना‍चादहोें ।‍ 

 

2.9 ररपो वे‍ेो‍नतें ाही‍ेे‍सें ातत‍होने‍पर‍जो‍इससे‍स ब धित‍है, ेे‍15‍दान ‍ेे‍भीतर‍प्रस्ततु‍
केों ा‍जाना‍चादहोें ‍और‍ेॉपपोररेे‍स्तर‍सीजीआर फ‍द्वारा‍ननदावष्े‍प्रारूप‍ेे‍अनसुार‍प्रस्ततु‍
केों ा‍जाना‍चादहोें । 

अध्याय-3 

उपभोक्ता्‍शशकायत्‍ननिारण्‍फोरम 

 

3.1  जोनल्‍सतर्‍फोरम 

 जोनल्‍सतर्‍फोरम्‍की्‍सखं्या, सथान्‍और्‍बठैक 

 

3.1.1.  प्रत्ोें े‍जोनल‍ें खु्ों ालों ‍ें  ‍ े‍जोनल‍स्तर‍फोरें ‍होगा, म्जसेा‍फ्र चाइजी‍क्षते्र‍सदहत‍परेू‍
जोन‍ेे‍अनजु्ञम्ततिारी‍क्षेत्र‍पर‍अधिेार‍क्षेत्र‍होगा। 

  

 बशत‍ेके‍इन‍ववननों ें  ‍ेे‍लाग‍ूहोने‍ेे‍तीन‍ें हीने‍ेे‍भीतर‍इस‍तरह‍ेे‍जोनलस्तर‍फोरें ‍
ेी‍स्थापना‍ेी‍जाोें गी, तब‍ते‍भशेाों त‍ननवारण‍ेा‍ें ौजूाा‍त त्र‍जारी‍रहेगा।‍ 
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 बशत‍ेों ह‍भी‍ के‍जोनल‍स्तर‍पर‍ भशेाों त ‍ेी‍प्रेृनत‍और‍प   सी‍ ेे‍आिार‍पर‍आों ोग‍
आवश्‍ों ेतानसुार‍ उधचत‍ स्तर‍ पर‍  े‍ ों ा‍ अधिे‍ सीजीआर फ‍ ेे‍ सजृन‍ ेरने‍ ेे‍ भलोें ‍
सशत‍त‍होगा। 

 

3.1.2.  फोरें ‍ ेी‍ बिैे ‍ ेा‍ आों ोजन, इस‍ शतव‍ ेे‍ अिीन‍ के‍ उसेे‍ अधिेार‍ क्षते्र‍ ें  ‍ प्रत्ोें े‍
ड वीजनल‍ ेाों ावलों ‍ ें  ‍ प्रत्ोें े‍ नतें ाही‍ ें  ‍ न्ों नूतें ‍  े‍ बिैे‍ होगी,जोनल‍ ें खु्ों ालों ‍ पर‍
और/ों ा‍भशेाों त ‍ेी‍स ख्ों ा‍और‍स चालन‍ेे‍क्षेत्र‍ेे‍आिार‍पर‍अध्ों क्ष‍द्वारा‍जैसा‍ननणीत‍
केों ा‍जाोें , अनजु्ञम्ततिारी‍ेे‍क्षेत्र‍ें  ‍केसी‍अन्ों ‍स्थान‍पर‍होगा। 

 

3.1.3  फोरें (ओ )‍अधिननों ें , ननों ें  ‍और‍ववननों ें  ‍ेे‍प्राविान ‍और‍सें ों -सें ों ‍पर‍आों ोग‍द्वारा‍
जारी‍ननाेश ‍ेे‍अनसुार‍ेाों व‍ेरेगा/ेरेग ।‍फोरें  ‍ेे‍स्वत त्र‍ेाें ेाज‍ें  ‍केसी‍भी‍अनधुचत‍
व्ों विान‍ेे‍भलोें ‍आों ोग‍ेो‍ररपो वे‍ेी‍जा‍सेती‍है। 

 

 जोनल्‍सतर्‍फोरम्‍के्‍सदसयों्‍की्‍ननयकु्क्त: 
 

3.1.4 प्रत्ोें े‍जोनल‍स्तर‍फोरें ‍ें  ‍3 (तीन)‍सास्ों ‍ह ग:े‍(i)‍अध्ों क्ष‍(ii)‍ववत्त‍सास्ों ‍और‍(iii)‍
स्वत त्र‍सास्ों ।‍अध्ों क्ष‍और‍ववत‍सास्ों ‍अनजु्ञम्ततिारी‍ेे‍ेें वचारी‍ह ग;े स्वत त्र‍सास्ों ‍ेो‍
आों ोग‍द्वारा‍नाभें त‍केों ा‍जाोें गा। 

 

3.1.5 जोनल‍ स्तर‍ फोरें ‍ ें  ‍ ननों तुत/नाभें त‍ होने‍ वाले‍ सास्ों ‍ ननमनभलखित‍ ें ाना   ‍ ेी‍ पनूत व‍‍
ेर गेः 

 

(े)‍ स ब धित‍क्षेत्र‍ेे‍जोनल‍ें खु्ों ‍अभभों न्ता‍पाेन‍अध्ों क्ष‍ह गे। 

 

(ि)‍ ववत्त‍सास्ों ‍ेो‍स ब धित‍अनजु्ञम्ततिारी‍द्वारा‍ेमपनी‍ेे‍सेवारत‍अधिेाररों  ‍ें  ‍से‍
ननों तुत‍केों ा‍जाोें गा‍जो‍वररष्ि‍लेिाधिेारी‍से‍ननमनतर‍पा‍ेा‍नही ‍होगा। 

 

(ग)‍ स्तव त्र‍ सास्ों ‍ ेो‍ आों ोग‍ द्वारा‍ नाभें त‍ केों ा‍ जाोें गा।‍ स्वत त्र‍ सास्ों ‍ केसी‍ भी‍
क्षेत्र/वविों ा‍ें  ‍स्नाते‍ेी‍ड िी‍रिन‍ेवाला‍व्ों म्तत‍और‍प जीेृत‍सोसाों ेी‍ों ा‍गरै‍
सरेारी‍ स गिन‍ ों ा‍ उपभोतता/प्रो‍ों ेुं र‍ स गिन‍ ों ा‍ केसी‍ अन्‍ों ‍ व्‍ों म्ततों  ‍ वा‍ स घ‍
म्जस‍ केसी‍ भी‍ नाें ‍ से‍ ेहा‍ जा ,‍ ‍ म्जसेा‍ ें खु्‍ों ‍ उाेश्‍ों ‍ ें  ‍ से‍  े‍ उपभोत‍ता‍
स रक्षण‍ह ,‍ेा‍ेें ‍से‍ेें ‍पा च‍(5) वषव‍ेा‍सकिों ‍सास्ों ‍होगा‍ों ा‍ेें ‍से‍ेें ‍
ास‍(10) वषव‍ेे‍भलोें ‍उपभोतता‍स रक्षण‍ेे‍भलोें ‍स्वछेिा‍से‍सेवा‍ेरने‍वाला‍व्ों म्तत‍
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ऐसी‍ननों मु्तत‍ेे‍भलोें ‍आों ोग‍द्वारा‍ववचार‍केों ‍ेजाने‍ेे‍भलोें ‍पात्र‍होगा।‍ेाननू‍ें  ‍
ड िी‍रिने‍वाले‍व्ों म्ततों  ‍ेो‍प्राथभें ेता‍ाी‍जाोें गी। स्वत त्र‍सास्ों ‍ेे‍पा‍ेो‍प्रेस‍
और‍ आों ोग‍ ेी‍ वेबसाइे‍ पर‍ ववज्ञावपत‍ केों ा‍ जाोें गा‍ और‍ उमें ीावार‍ ेे‍ साथ‍
व्ों म्ततगत‍बातचीत‍ेरने‍ेे‍पश्चात‍चों न‍केों ा‍जाोें गा। 

 

(घ)‍ अनजु्ञम्ततिारी‍ ों ह‍ सनुनम्श्‍चत‍ ेरेगा‍ के‍ ेोई‍ भी‍ पा‍ 30‍ दान ‍ से‍अधिे‍ ेे‍ भलोें ‍
ररतत‍नही ‍रहा‍है। 

 

( )‍ ववतरण‍अनजु्ञम्ततिारी‍ेे‍सीजीआर फ‍ेे‍सास्ों ‍ेे‍रूप‍ें  ‍ननों मु्तत‍ेे‍आिार‍पर‍
व्ों म्तत‍उस‍ववतरण‍अनजु्ञम्ततिारी‍ेे‍स्थाों ी‍ेें वचारी‍होने‍ेा‍ाावा‍नही ‍ेरेगा। 

 

3.1.6 केसी‍ भी‍ फोरें ‍ ेे‍ स्वत त्र‍ सास्ों ‍ ेे‍ ेाों वे ाल‍ ेी‍ सें ाम्तत‍ ेे‍ ें ाें ल ‍ ें  , ेाों वे ाल‍ ेी‍
सें ाम्तत‍से‍ेें ‍से‍ेें ‍तीन‍(3) ें हीने‍पहले‍आवेान‍आें  बत्रत‍केोें ‍जाोें ग;े 

 

 बशत‍ेके‍ें तृ्ों ,ु त्ों ागपत्र‍ों ा‍ननष्ेासन‍ेे‍ेारण‍से‍केसी‍भी‍फोरें ‍ेे‍स्वत त्र‍सास्ों ‍ेे‍
पा‍ेे‍िाली‍होने‍ेी‍म्स्थनत‍ें  , ऐसी‍ररम्तत‍होने‍ेी‍नतधथ‍से‍ े‍(1) ें हीने‍ेे‍भीतर‍
आवेान‍आें  बत्रत‍केों ‍ेजाों  गे। 

 

3.1.7 ववतरण‍अनजु्ञम्ततिारी, आों ोग‍द्वारा‍चों ननत‍स्वत त्र‍सास्ों ‍ेी‍ननों मु्तत‍आों ोग‍द्वारा‍ों था‍
ननदावष्े‍नतधथ‍से‍ेरेगा। 

 

 जोनल्‍सतर्‍फोरम्‍के्‍सदसयों्‍का्‍कायषकाल, पाररश्रशमक्‍और्‍अन्य्‍व्यय्‍ 

 

3.1.8 स्वत त्र‍सास्ों ‍अपना‍ेाों वभार‍स भालने‍ेी‍नतधथ‍से‍ाो‍वषव‍ेे‍भलोें ‍पा‍िारण‍ेरेगा:‍ 

 बशत‍े के‍ पात्रता‍ ेी‍ शतों‍ ेी‍ पनूत व‍ ेे‍ अध्ों िीन‍ फोरें ‍ ेा‍ स्वत त्र‍ सास्ों ‍ आों ोग‍ से‍
अनेुं ोान‍ेे‍पश्चात‍ े‍वषव‍ेे‍ासूरे‍ेाों वे ाल‍ेे‍ववस्तार‍ेे‍भलोें ‍पात्र‍ह ग:े 

  

 बशत‍ेों ह‍भी‍के‍ेोई‍भी‍स्वत त्र‍सास्ों ‍तीन‍(3) वषव‍से‍अधिे‍ों ा‍पैंसि‍(65) वषव‍ेी‍आों ‍ु
प्रातत‍ेरने‍ेे‍पश्चात, जो‍भी‍पहल‍ेहो, पा‍िारण‍नही ‍ेरेगा। 

 

3.1.9 फोरें ‍ ेे‍ स्तव त्र‍ सास्ों ‍ ेो‍ प्रनत‍ बिैे‍ ऐसे‍ सेें केत‍ शलु्े‍ ेा‍ और‍ ों ात्रा‍ भत‍े ेे‍ भलोें ‍
भगुतान‍जो‍सें ों -सें ों ‍पर‍आों ोग‍द्वारा‍ननिावररत‍केों ा‍जाोें ‍ेे‍अनसुार‍केों ा‍जाोें गा।‍ 

 

3.1.10 फोरें ‍ेा‍ऐसा‍सास्ों ‍जो‍अनजु्ञम्ततिारी‍ेे‍ननों ोजन‍ें  ‍है, ेी‍सवेा‍ेी‍शतें‍और‍ननों ें ‍ऐस‍े
अनजु्ञम्ततिारी‍ेे‍साथ‍उसेे‍ननों ोजन‍ेे‍ननों ें  ‍और‍शतों‍द्वारा‍शाभसत‍ह गे। 
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3.1.11 फोरें ‍ ेा‍ सास्ों ‍ जो‍ ववतरण‍ अनजु्ञम्ततिारी‍ ेे‍ ननों ोजन‍ ें  ‍ है, वह‍ अपने‍
स्थानान्तरण/त्ों ागपत्र/सेवाननवनृत‍पर‍फोरें ‍ेा‍सास्ों ‍नही ‍रहेगा। 

 

3.1.12 फोरें ‍ेा‍स्वत त्र‍सास्ों ‍ननों मु्तत‍प्राधिेारी‍ेो‍भलखित‍रूप‍ें  ‍ेें ‍से‍ेें ‍तीन‍(3) ें ाह‍
ेा‍नोदेस‍ाे‍ेर, अपना‍त्ों ागपत्र‍ाे‍सेता‍है।‍ननों मु्तत‍प्राधिेारी‍अनरुोि‍पर‍ववचार‍ेरत‍े
हुोें ‍नोदेस‍ेी‍ननदावष्े‍अवधि‍ें  ‍िूे‍ाे‍सेता‍है। 

 

3.1.13 ेोई‍भी‍व्ों म्तत‍अध्ों क्ष‍ों ा‍सास्ों ‍ेे‍रूप‍ें  ‍ ननों तुत‍नही ‍ केों ा‍जाोें गा‍और/ों ा‍पा‍पर‍
ननरन्तरता‍बनाों  ‍रिन‍ेेा‍हेाार‍नही ‍होगा, ों दा‍वह‍अों ोग्ों ‍घोवषत‍होता‍है: 

 

(े)‍ दावाभलों ा‍न्ों ाों ननखणवत‍केों ा‍जाने‍पर; 

 

(ि)‍ केसी‍ अपराि‍ ेे‍ भलोें ‍ ाोषी‍ िहराों ा‍ जाने‍ पर, म्जसें  ‍ अनजु्ञम्ततिारी‍ ेी‍ राों ‍ ें  ‍
ननैते‍अिें ता‍शाभें ल‍है; 

 

(ग)‍ ऐसे‍सास्ों ‍ेे‍रूप‍ें  ‍ेाों व‍ेरने‍ेे‍भलोें ‍शरीररे‍ों ा‍ें ानभसे‍रूप‍ें  ‍अक्षें ‍हाने‍
पर; 

 

(घ)‍ ऐसे‍ ववतीों ‍ ों ा‍ अन्ों ‍ दहत‍ ेा‍ अभभिहण‍ केों ा‍ जाने‍ पर‍ जो‍ सास्ों ‍ ेे‍ रूप‍ ें  ‍
पवूाविह‍से‍उसेे‍ेाों व‍ेो‍प्रभाववत‍ेरने‍ेी‍स भावना‍है; 

 

( )‍ अपनी‍म्स्थनत‍ेा‍ारुूपों ोग‍ेर‍ेाों वलों ‍ें  ‍अपनी‍ननरन्तरता‍ेो‍साववजनने‍दहत‍ेे‍
पक्षपाती‍ेे‍रूप‍ें  ‍प्रस्ततु‍ेरने‍पर; 

 

(च)‍भसद्ध‍ावु्र्ों वहार‍ेा‍ाोषी‍होने‍पर; ों ा 
 

(ि)‍ केसी‍भी‍राजनीनते‍ाल‍ेा‍सास्ों ‍बनने‍पर‍ 

 

 बशत‍े के‍ केसी‍ भी‍ सास्ों ‍ ेो‍ ऊपर‍ बताोें ‍ गोें ‍ केसी‍ भी‍ आिार‍ पर‍ अपने‍ पा‍ से‍ नही ‍
हेाों ा‍जाोें गा, जब‍ते‍के‍आों ोग‍द्वारा‍ननिावररत‍प्रकिों ा‍ेे‍अनसुार‍स्वत त्र‍जा च‍नही ‍ेी‍
जाती‍है‍और‍हेाने‍ेे‍पवूव-आाेश‍आों ोग‍से‍प्रातत‍नही ‍केों ‍ेजात‍ेहैं। 

 

 सदसय्‍सचिि, कमषिारी्‍और्‍जोनल्‍सतर्‍फोरम्‍के्‍कायष 
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3.1.14 अनजु्ञम्ततिारी, आों ोग‍ेे‍अनेुं ोान‍से‍ें ानव‍स सािन‍और‍ेाों ावलों -स्थान‍ेी‍आवश्‍ों ेता‍
ेो‍ ननदावष्े‍ ेरेगा।‍ अनजु्ञम्ततिारी‍ द्वारा‍ आवश्‍ों े‍ ें ानव‍ स सािन‍ और‍ स्थान‍ उपलब्ि‍
ेराों ा‍जाोें गा। 

 

3.1.15 ववतरण‍अनजु्ञम्ततिारी, हर‍सें ों , फोरें ‍ेे‍भलोें ‍आवश्‍ों े‍ें ानव‍स सािन‍और‍ेाों ावलों ‍
स्थान‍प्राान‍ेरेगा।‍ववतरण‍अनजु्ञम्ततिारी‍अपने‍ेें वचाररों  ‍ेी‍प्रनतननों मु्तत‍ेे‍ें ाध्ों ें ‍से‍
आवश्‍ों े‍सधचवीों ‍सहाों ता‍भी‍फोरें ‍ेो‍प्राान‍ेरेगा। 

 

3.1.16 ववत्त‍सास्ों ‍फोरें ‍ेे‍सास्ों ‍सधचव‍ेे‍रूप‍ें  ‍ेाों व‍ेरेगा।‍फोरें ‍ेा‍ े‍अलग‍ेाों ावलों ‍
होगा।‍फोरें ‍ेे‍सास्ों ‍सधचव‍और‍ेें वचारी‍पणूवे ाभले‍आिार‍पर‍ेाें ‍ेर गे। 

 

3.1.17 फोरें ‍ेे‍ेें वचारीगण‍ननमन‍ेाों व‍ेरेग:े 
 

(े)‍ भशेाों त ‍िहण‍ेरना; 
 

(ि)‍ ेोई‍अन्ों ‍ास्तावेज‍स्वीेार‍ेरना‍म्जसे‍फोरें ‍ेो‍ााों र‍केों ा‍जाना‍अपेक्षक्षत‍हो; 
 

(ग)‍ ेाों ववाही‍ेे‍ररेॉ व‍ेा‍स िारण‍ेरना; 
 

(घ)‍ ननाेश ‍और‍उधचत‍आाेश ‍ेे‍भलोें ‍फोरें ‍ेे‍सास्ों  ‍ेो‍ें ाें ल ‍स चाररत‍ेरना; 
 

( )‍ फोरें ‍ द्वारा‍ जारी‍ केों ‍े गोें ‍ आाेश ‍ ेे‍ अनपुालन‍ ें  ‍ अन्ों ‍ सभी‍ ेाों व‍ और‍ ेृत्ों ‍
ेरना; 

(च)‍ फोरें ‍ ेे‍ ेाें ेाज‍ और‍ ेाों ववाही‍ ेे‍ भलोें ‍ आवश्‍ों े‍ अन्ों ‍ सभी‍ ेाों व‍ और‍
गनतववधिों ा ‍ेरना। 

 

(ि)‍ फोरें ‍ेा‍ेाों ावलों ‍सभी‍ेाों व‍दावस ‍पर‍िुला‍रहेगा‍और‍अनजु्ञम्ततिारी‍ेे‍ेाें ‍ेे‍
घ े ो‍ेो‍अपनाोें गा। 

 

3.1.18 फोरें ‍ेा‍अध्ों क्ष‍अपने‍ेाों ावलों ‍पर‍सास्ों  /सास्ों ‍सधचव/ेें वचाररों  ‍सदहत‍अिीक्षण‍और‍
प्रशासनने‍ ननों  त्रण‍ ेी‍ साें ान्ों ‍ शम्ततों  ‍ ेा‍ प्रों ोग‍ ेरेगा‍ और‍ ेाों ावलों ‍ ेे‍ व्ों वसाों ‍ ेे‍
स चालन‍ेे‍भलोें ‍म्जमें ेाार‍होगा। 

 

 

3.2  ननगम्‍सतरीय्‍फोरम 
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 ननगम्‍सतरीय्‍फोरम्‍की्‍सखं्या, सथान्‍और्‍बठैक 

 

3.2.1  ननगें ‍ ें खु्ों ालों ‍ ें  ‍  े‍ ननगें ‍ स्तरीों ‍ फोरें ‍ होगा, म्जसेा‍ फ्र चाइजी‍ क्षेत्र‍ सदहत‍
अनजु्ञम्ततिारी‍ेे‍परेू‍क्षेत्र‍पर‍अधिेार‍क्षते्र‍होगा। 

 

3.2.2 फोरें (ओ )‍अधिननों ें , ननों ें  ‍और‍ववननों ें  ‍ेे‍प्राविान ‍और‍सें ों -सें ों ‍पर‍आों ोग‍द्वारा‍
जारी‍ ननाेश ‍ ेे‍ अनसुार‍ ेाों व‍ ेरेगा/ेरेग ।‍ फोरें (ओ )‍ ेे‍ स्वत त्र‍ ेाें ेाज‍ ें  ‍ केसी‍ भी‍
अनधुचत‍व्ों विान‍ेे‍भलोें ‍आों ोग‍ेो‍ररपो वे‍ेी‍जा‍सेती‍है। 

 

 सदसयों्‍की्‍ननयकु्क्त: 
 

3.2.3 ननगें ‍स्तरीों ‍फोरें ‍ें  ‍3 (तीन)‍सास्ों ‍ह ग:े‍(i)‍अध्ों क्ष‍(ii)‍ववत्त‍सास्ों ‍और‍(iii)‍स्वत त्र‍
सास्ों ।‍ स ब धित‍ ड स्ेॉें ‍ ेे‍ प्रबन्ि‍ ननाेशे‍ अध्ों क्ष‍ ेे‍ रूप‍ ें  ‍ ेाों व‍ ेर ग‍े और‍ ववत्त‍
सास्ों ‍अनजु्ञम्ततिारी‍द्वारा‍ननों तुत‍केों ा‍जाोें गा; स्वत त्र‍सास्ों ‍ेो‍आों ोग‍द्वारा‍नाभें त‍
केों ा‍जाोें गा। 

 

3.2.4 ननगें ‍ स्तरीों ‍ फोरें ‍ ें  ‍ ननों तुत/नाभें त‍ होने‍ वाले‍ सास्ों ‍ ननमनभलखित‍ ें ाना   ‍ ेी‍ पनूत व‍
ेर गेः 

 

(े)‍ स ब धित‍ड स्ेॉें  ‍ेे‍प्रबन्ि‍ननाेशे, ड स्ेॉें ‍पाेन‍अध्ों क्ष‍ेे‍रूप‍ें  ‍ेाों व‍‍ेर गे। 

 

(ि)‍ ववत्त‍सास्ों ‍ेो‍स ब धित‍अनजु्ञम्ततिारी‍द्वारा‍ेमपनी‍ेे‍सेवारत‍अधिेाररों  ‍ें  ‍से‍
ननों तुत‍ केों ा‍ जाोें गा‍ जो‍ ें खु्ों ‍ लेिाधिेारी‍ से‍ ननमनतर‍ पा‍ ेा‍ नही ‍ होगा‍ और‍
फोरें ‍ें खु्ों ाल‍ें  ‍ननों तुत‍केों ा‍जाोें गा।‍अनजु्ञम्ततिारी‍आों ोग‍ेो‍ववत्त‍सास्ों ‍ेी‍
ननों मु्तत‍ेी‍सचूना‍उसेी‍ननों मु्तत‍ेे‍ े‍सतताह‍ेे‍भीतर‍ाेगा। 

 

(ग)‍ स्तव त्र‍सास्ों ‍ेो‍आों ोग‍द्वारा‍नाभें त‍केों ा‍जाोें गा।‍स्वत त्र‍सास्ों ‍    सेवाननवतृ‍
न्ों ाों ािीश‍होगा‍जो‍अपर‍म्जला‍न्ों ाों ािीश‍(  ीजे)‍से‍ननमनतर‍पा‍ेा‍नही ‍होगा।‍
स्वत त्र‍ सास्ों ‍ ेे‍ पा‍ ेो‍ प्रेस‍ और‍ आों ोग‍ ेी‍ वेबसाइे‍ पर‍ ववज्ञावपत‍ केों ा‍‍‍
जाोें गा‍ और‍ उमें ीावार‍ ेे‍ साथ‍व्ों म्ततगत‍ बातचीत‍ ेरने‍ ेे‍ पश्चात‍ चों न‍ केों ा‍
जाोें गा। 

 

(घ)‍ अनजु्ञम्ततिारी‍ ों ह‍ सनुनम्श्चत‍ ेरेगा‍ के‍ ेोई‍ भी‍ पा‍ 30‍ दान ‍ से‍अधिे‍ ेे‍ भलोें ‍
ररतत‍नही ‍रहा‍है। 



भाग‍7                                   राजस्‍थान‍राज-पत्र,‍अप्रेल‍8,‍2021‍      ‍‍‍‍‍‍‍‍     669      

 

( )‍ ववतरण‍अनजु्ञम्ततिारी‍ेे‍सीजीआर फ‍ेे‍सास्ों ‍ेे‍रूप‍ें  ‍ननों मु्तत‍ेे‍आिार‍पर‍
व्ों म्तत‍उस‍ववतरण‍अनजु्ञम्ततिारी‍ेे‍स्थाों ी‍ेें वचारी‍होने‍ेा‍ाावा‍नही ‍ेरेगा। 

 

3.2.5 केसी‍ भी‍ फोरें ‍ ेे‍ स्वत त्र‍ सास्ों ‍ ेे‍ ेाों वे ाल‍ ेी‍ सें ाम्तत‍ ेे‍ ें ाें ल ‍ ें  , ेाों वे ाल‍ ेी‍
सें ाम्तत‍से‍ेें ‍से‍ेें ‍तीन‍(3) ें हीने‍पहले‍आवेान‍आें  बत्रत‍केोें ‍जाोें ग;े 

 

 बशत‍ेके‍ें तृ्ों ,ु त्ों ागपत्र‍ों ा‍ननष्ेासन‍ेे‍ेारण‍से‍केसी‍भी‍फोरें ‍ेे‍स्वत त्र‍सास्ों ‍ेे‍
पा‍ेे‍िाली‍होने‍ेी‍म्स्थनत‍ें  , ऐसी‍ररम्तत‍होने‍ेी‍नतधथ‍से‍ े‍(1) ें हीने‍ेे‍भीतर‍
आवेान‍आें  बत्रत‍केों ‍ेजाों  गे। 

 

3.2.6 ववतरण‍अनजु्ञम्ततिारी‍आों ोग‍द्वारा‍चों ननत‍स्वत त्र‍सास्ों ‍ेी‍ननों मु्तत‍आों ोग‍द्वारा‍ों था‍
ननदावष्े‍नतधथ‍से‍ेरेगा। 

 

 

 ननगम्‍सतरीय्‍फोरम्‍के्‍सदसयों्‍का्‍कायषकाल, पाररश्रशमक्‍और्‍अन्य्‍व्यय‍ 

 

3.2.7 स्वत त्र‍सास्ों ‍अपना‍ेाों वभार‍स भालने‍ेी‍नतधथ‍से‍ाो‍वषव‍ेे‍भलोें ‍पा‍िारण‍ेरेगा:‍ 

 

 बशत‍े के‍ पात्रता‍ ेी‍ शतों‍ ेी‍ पनूत व‍ ेे‍ अध्ों िीन‍ फोरें ‍ ेा‍ स्वत त्र‍ सास्ों ‍ आों ोग‍ से‍
अनेुं ोान‍ेे‍पश्चात‍ े‍वषव‍ेे‍ासूरे‍ेाों वे ाल‍ेे‍ववस्तार‍ेे‍भलोें ‍पात्र‍ह ग:े 

 

 बशत‍ेों ह‍भी‍के‍ेोई‍भी‍स्वत त्र‍सास्ों ‍तीन‍(3) वषव‍से‍अधिे‍ों ा‍पैंसि‍(65) वषव‍ेी‍आों ‍ु
प्रातत‍ेरने‍ेे‍पश्चात, जो‍भी‍पहल‍ेहो, पा‍िारण‍नही ‍ेरेगा। 

 

3.2.8 फोरें ‍ ेे‍ स्तव त्र‍ सास्ों ‍ ेो‍ प्रनत‍ बिैे‍ ेे‍ भलोें ‍ ऐस‍े सेें केत‍ शलु्े‍ ेा‍ और‍ ों ात्रा‍ भत‍े
भगुतान‍जो‍सें ों -सें ों ‍पर‍आों ोग‍द्वारा‍ननिावररत‍केों ा‍जाोें ‍ेे‍अनसुार‍केों ा‍जाोें गा।‍ 

 

3.2.9 फोरें ‍ेा‍ऐसा‍सास्ों ‍जो‍अनजु्ञम्ततिारी‍ेे‍ननों ोजन‍ें  ‍है, फोरें ‍ेे‍सास्ों ‍ेी‍सेवा‍ेी‍
शतें‍ और‍ ननों ें ‍ ऐसे‍ अनजु्ञम्ततिारी‍ ेे‍ साथ‍ उसेे‍ ननों ोजन‍ ेे‍ ननों ें  ‍ और‍ शतों‍ द्वारा‍
शाभसत‍ह गे। 

 

3.2.10 फोरें ‍ ेा‍ सास्ों ‍ जो‍ ववतरण‍ अनजु्ञम्ततिारी‍ ेे‍ ननों ोजन‍ ें  ‍ है, वह‍ अपने‍
स्थानान्तरण/त्ों ागपत्र/सेवाननवनृत‍पर‍फोरें ‍ेा‍सास्ों ‍नही ‍रहेगा। 
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3.2.11 फोरें ‍ेा‍स्वत त्र‍सास्ों ‍ननों मु्तत‍प्राधिेारी‍ेो‍भलखित‍रूप‍ें  ‍ेें ‍से‍ेें ‍तीन‍(3) ें हीने‍

ेा‍ नोदेस‍ ाेेर‍ त्ों ागपत्र‍ ाे‍ सेता‍ है।‍ ननों मु्तत‍ प्राधिेारी‍ अनरुोि‍ पर‍ ववचार‍ ेरत‍े हुोें ‍
नोदेस‍ेी‍ननदावष्े‍अवधि‍ें  ‍िूे‍ाे‍सेता‍है। 

 

3.2.12 ेोई‍भी‍व्ों म्तत‍अध्ों क्ष‍ों ा‍सास्ों ‍ेे‍रूप‍ें  ‍ ननों तुत‍नही ‍ केों ा‍जाोें गा‍और/ों ा‍पा‍पर‍
ननरन्तरता‍बनाों  ‍रिन‍ेेा‍हेाार‍नही ‍होगा, ों दा‍वह‍अों ोग्ों ‍घोवषत‍होता‍है: 

 

(े)‍ दावाभलों ा‍न्ों ाों ननखणवत‍केों ा‍जाने‍पर; 

 

(ि)‍ केसी‍ अपराि‍ ेे‍ भलोें ‍ ाोषी‍ िहराों ा‍ जाने‍ पर, म्जसें  ‍ अनजु्ञम्ततिारी‍ ेी‍ राों ‍ ें  ‍
ननैते‍अिें ता‍शाभें ल‍है; 

 

(ग)‍ ऐसे‍सास्ों ‍ेे‍रूप‍ें  ‍ेाों व‍ेरने‍ेे‍भलोें ‍शरीररे‍ों ा‍ें ानभसे‍रूप‍ें  ‍अक्षें ‍हाने‍
पर; 

 

(घ)‍ ऐसे‍ ववतीों ‍ ों ा‍ अन्ों ‍ दहत‍ ेा‍ अभभिहण‍ केों ा‍ जाने‍ पर‍ जो‍ सास्ों ‍ ेे‍ रूप‍ ें  ‍
पवूाविह‍से‍उसेे‍ेाों व‍ेो‍प्रभाववत‍ेरने‍ेी‍स भावना‍है; 

 

( )‍ अपनी‍म्स्थनत‍ेा‍ारुूपों ोग‍ेर‍ेाों वलों ‍ें  ‍अपनी‍ननरन्तरता‍ेो‍साववजनने‍दहत‍ेे‍
पक्षपाती‍ेे‍रूप‍ें  ‍प्रस्ततु‍ेरने‍पर; 

 

(च)‍ भसद्ध‍ावु्र्ों वहार‍ेा‍ाोषी‍होने‍पर; ों ा 
 

(ि)‍ केसी‍भी‍राजनीनते‍ाल‍ेा‍सास्ों ‍बनने‍पर‍ 

 

बशत‍े के‍ केसी‍ भी‍ सास्ों ‍ ेो‍ ऊपर‍ बताोें ‍ गोें ‍ केसी‍ भी‍ आिार‍ पर‍ अपने‍ पा‍ से‍ नही ‍
हेाों ा‍जाोें गा, जब‍ते‍के‍आों ोग‍द्वारा‍ननिावररत‍प्रकिों ा‍ेे‍अनसुार‍स्वत त्र‍जा च‍नही ‍ेी‍
जाती‍है‍और‍हेाने‍ेे‍पवूव-आाेश‍आों ोग‍से‍प्रातत‍नही ‍केों ‍ेजात‍ेहैं। 

 

 

 

 

 

सदसय्‍सचिि, कमषिारी्‍और्‍ननगम्‍सतरीय्‍फोरम्‍के्‍कायष 
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3.2.13 अनजु्ञम्ततिारी, आों ोग‍ेे‍अनेुं ोान‍से‍ें ानव‍स सािन‍और‍ेाों ावलों -स्थान‍ेी‍आवश्‍ों ेता‍
ेो‍ ननदावष्े‍ ेरेगा।‍ अनजु्ञम्ततिारी‍ द्वारा‍ आवश्‍ों े‍ ें ानव‍ स सािन‍ और‍ स्थान‍ उपलब्ि‍
ेराों ा‍जाोें गा। 

 

3.2.14 ववतरण‍अनजु्ञम्ततिारी, हर‍सें ों , फोरें ‍ेे‍भलोें ‍आवश्‍ों े‍ें ानव‍स सािन‍और‍ेाों ावलों ‍
स्थान‍प्राान‍ेरेगा।‍ववतरण‍अनजु्ञम्ततिारी‍अपने‍ेें वचाररों  ‍ेी‍प्रनतननों मु्तत‍ेे‍ें ाध्ों ें ‍से‍
आवश्‍ों े‍सधचवीों ‍सहाों ता‍भी‍फोरें ‍ेो‍प्राान‍ेरेगा। 

 

3.2.15 अिीक्षण‍अभभों न्ता‍(वाखणम्‍ों े)‍फोरें ‍ेे‍पाेन‍सधचव‍ेे‍रूप‍ें  ‍ेाों व‍ेरेगा‍और‍फोरें ‍
ेो‍सधचवीों ‍सहाों ता‍प्राान‍ेरेगा। 

 

3.2.16 फोरें ‍ेे‍ेें वचारीगण‍ननमन‍ेाों व‍ेरेग:े 
 

(े)‍ भशेाों त ‍िहण‍ेरना; 
 

(ि)‍ ेोई‍अन्ों ‍ास्तावेज‍िहण‍ेरना‍म्जसे‍फोरें ‍ेो‍ााों र‍केों ा‍जाना‍अपेक्षक्षत‍हो; 
 

(ग)‍ ेाों ववाही‍ेे‍ररेॉ व‍ेा‍स िारण‍ेरना; 
 

(घ)‍ ननाेश ‍और‍उधचत‍आाेश ‍ेे‍भलोें ‍फोरें ‍ेे‍सास्ों  ‍ेो‍ें ाें ल ‍स चाररत‍‍‍‍‍ेरना; 
 

( )‍ फोरें ‍ द्वारा‍जारी‍ केोें ‍गोें ‍ आाेश ‍ ेे‍अनपुालन‍ें  ‍ अन्ों ‍ सभी‍ ेाों व‍ और‍ किों ा‍
ेरना; 

 

(च)‍ फोरें ‍ेे‍ेाें ेाज‍और‍ेाों ववाही‍ेे‍भलोें ‍आवश्‍ों े‍अन्ों ‍सभी‍ेाों व‍और‍किों ा ‍
ेरना। 

 

(ि)‍ फोरें ‍ेा‍ेाों ावलों ‍सभी‍ेाों व‍दावस ‍पर‍अनजु्ञम्ततिारी‍ेे‍ेाों व‍ेे‍घ े  ‍ेे‍अनसुार‍
िुला‍रहेगा। 

 

3.2.17 फोरें ‍ेा‍अध्ों क्ष‍अपने‍ेाों ावलों ‍पर‍सास्ों  /सास्ों ‍सधचव/ेें वचाररों  ‍सदहत‍अिीक्षण‍और‍
प्रशासनने‍ ननों  त्रण‍ ेी‍ साें ान्ों ‍ शम्ततों  ‍ ेा‍ प्रों ोग‍ ेरेगा‍ और‍ ेाों ावलों ‍ ेे‍ व्ों वसाों ‍ ेे‍
स चालन‍ेे‍भलोें ‍म्जमें ेाार‍होगा। 

 

 फोरम्‍और्‍आईजीआर्‍प्रकोष्ठ्‍का्‍व्यापक्‍प्रिार 
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3.3  जोनल‍/‍ननगें ‍स्तरीों ‍फोरें ‍और‍आईजीआर‍प्रेोष्ि‍ेे‍नाें , पता, ई-ें ेल‍और‍ेेलीफोन‍
नमबर‍ वप्र  े ‍ और‍ इलेतरॉनने‍ ें ीड ों ा‍ से‍ और‍ अनजु्ञम्ततिारी‍ ेे‍ सभी‍ ेाों ावलों  ‍ ेे‍ नोदेस‍
बो पोर‍पर‍व्ों ापे‍रूप‍से‍प्रचाररत‍केों ‍ेजाोें गे।‍और‍उपभोतताओ ‍ेो‍उनेे‍ववद्ों तु‍ेे‍बबल‍
ेे‍ें ाध्ों ें ‍से‍सधूचत‍केों ा‍जाोें गा।‍इन‍ववननों ें  ‍ेे‍लाग‍ूहोने‍ेे‍तीन‍(3) ें हीन ‍ेे‍भीतर‍
प्रत्ोें े‍ अनजु्ञम्ततिारी‍ अपनी‍ वेबसाइे ‍ पर‍ फोरें /आईजीआर‍ प्रेोष्ि‍ ेे‍ बारे‍ ें  ‍ जानेारी‍
प्राान‍ ेरेगा, म्जसेे‍ ें ाध्ों ें ‍ से‍ उपभोतता‍ फोरें /आईजीआर‍ प्रेोष्ि ‍ ेे‍ स प वे ‍ वववरण, 

फोरें /आईजीआर‍प्रेोष्ि ‍द्वारा‍जारी‍केों े‍गोें ‍आाेश‍और‍ननाेश‍(ों दा‍ेोई‍हो‍तो)‍और‍
अगली‍सनुवाई‍ेी‍तारीि‍जैसी‍जानेारी‍प्रातत‍ेर‍सेत‍ेहैं। 

 

3.4 अनजु्ञम्ततिारी‍उपभोततओ ‍ेे‍भलोें ‍उपभोतता‍भशेाों त ‍से‍ननपेने‍ेे‍भलोें ‍ववस्ततृ‍  प्रकिों ा‍
ेो‍‍ाशावत‍ेहुोें ‍ें नैअुल‍प्रेाभशत‍ेरेगा‍और‍इस‍ेअनजु्ञम्ततिारी‍ेे‍सभी‍   ेाों ावलों  ‍ें  ‍
उपलब्ि‍ेराने‍ेे‍साथ-साथ‍अपनी‍वेवसाइे‍से‍ ाउनलो ‍ेरने‍ों ोग्ों ‍ बनाोें गा। 

 

3.5 अनजु्ञम्ततिारी‍सीजीआर फ‍ेी‍सभी‍लागत ‍और‍िचपोर‍ेो‍परूा‍ेरेगा, म्जसें  ‍इन‍ववननों ें  ‍
ेे‍ तहत‍ अपने‍ ेाों ों‍ ेे‍ ननववहन‍ ें  ‍ फोरें ‍ ेी‍ सहाों ता‍ ेे‍ भलोें ‍ आवश्‍ों े‍ स्थापना‍ और‍
ेें वचाररों  ‍ेी‍लागत‍भी‍शाभें ल‍है।‍इन‍लागत ‍ेे‍भलोें ‍अनजु्ञम्ततिारी‍ े‍अलग‍ररेॉ व‍
रिेगा।‍ ोें ‍ लागत‍ अनजु्ञम्ततिारी‍ द्वारा‍ अपनी‍ वावषवे ‍ राजस्व‍ आवश्‍ों ेता‍ ेे‍ ें ाध्ों ें ‍ से‍
वसलूी‍जाोें गी। 

 

 

 शशकायत्‍ननिारण्‍की्‍प्रक्रिया 
 

3.6 फोरें ‍ेे‍क्षेत्राधिेार‍ननमन‍ह गेः 
 

(1)  गरै-ें ौदिे/साें ान्ों ‍प्रेृनत‍ेी‍भशेाों त ‍जैस‍ेके‍आपनूत व‍ेी‍गुणवता, सेवा‍ें  ‍ाोष‍
और‍अनजु्ञम्ततिारी‍द्वारा‍ेाों वाक्षता‍ेे‍ें ानेः 

 

(अ)‍जोनल‍स्तर -  लेी‍आपनूत व‍उपभोतताओ ‍और‍ चेी‍आपनूत व 
‍उपभोतताओ ‍ेी‍भशेाों त।‍ 

 

                          (ब)‍ननगें ीों ‍स्तर - ई चेी‍आपनूत व‍उपभोतताओ ‍ेी‍भशेाों त 
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(2) अधिननों ें ‍ेी‍िारा‍ 126‍व‍ 135‍ ेे‍अिीन‍आवतृ‍ें ाें ल ‍ ेो‍िो ेर‍ ववद्ों तु‍ेे‍
बबल, बेाों ा‍ेी‍वसलूी,अनजु्ञम्ततिारी‍द्वारा‍ेी‍गों ी‍ड ें ा्‍ ‍ेे‍भगुतान‍से‍स ब धित‍
ें ौदिे‍प्रेृनत‍ेी‍भशेाों तः 

 

(अ)‍जोनल‍स्तर‍- 5,00,000‍रूपोें ‍ते‍ेी‍ें ौदिे‍सीें ा 
 

(ब)‍ननगें ीों ‍स्तर‍- ‍5,00,000‍रूपोें ‍से‍अधिे। 
 

3.7 (1) भशेाों तेताव‍ननमनभलखित‍घेनाओ ‍ें  ‍उधचत‍फोरें ‍ेो‍प्रस्ततु/ननवेान‍ेर‍सेता‍हैः- 
 

(े)‍ ों दा‍अनजु्ञम्ततिारी/आईजीआर‍प्रेोष्ि‍भशेाों त‍ाजव‍ेरने‍ें  ‍ववफल‍रहता‍है; ों ा 
 

(ि)‍ ों दा‍अनजु्ञम्ततिारी‍आों ोग‍द्वारा‍ननदावष्े‍ेाों व‍स पाान‍ेे‍ें ाने ‍ेे‍अनसुार‍अपने‍
आ तररे‍ भशेाों त‍ ननवारण‍ त त्र‍ ेे‍ ें ाध्ों ें ‍ से‍ भशेाों त‍ ेा‍ ननराेरण‍ ेरने‍ ें  ‍
ववफल‍रहता‍है; 

 

(ग)‍ ों दा‍उपभोतता/भशेाों तेताव‍ ड वीजन‍हे /स वे ल‍ हे ‍ों ा‍उपों तुत‍आईजीआर‍प्रेोष्ि‍
ेे‍स्तर‍पर‍भी‍ें दु्दे‍ेो‍प्रस्ततु‍ेरने‍ेे‍पश्चात‍भी‍भशेाों त‍ेे‍ननवारण‍(बिावस्तगी‍
सदहत)‍से‍स तषु्े‍नही ‍है। 

  

(2)     फोरें ‍प जीेृत‍ ाे/ई-ें ेल/ऑनलाइन‍ें ो ‍ेे‍ें ाध्ों ें ‍सदहत‍भलखित‍ें  ‍भशेाों त‍
िहण‍ेर गे।‍भशेाों त‍अनलुग्ने-1‍ें  ‍दाोें ‍गोें ‍प्रारूप‍ें  ‍प्रस्ततु‍ेी‍जा‍सेती‍है।‍
तथावप, केसी‍भी‍भशेाों त‍ेो‍फोरें ‍द्वारा‍ेेवल‍इस‍आिार‍पर‍िाररज‍नही ‍केों ा‍
जाोें गा‍के‍वह‍ननिावररत‍प्रारूप‍ें  ‍नही ‍हैं। 

 

(3)‍‍‍अनकु्षज्ञम्ततिारी‍उपभोत‍ता‍भशेाों त‍ननवारण‍फोरें ‍ें  ‍भशेाों त ‍ेे‍प जीेरण‍ेे‍भल ‍
अपने‍ वेब‍ पो वेल‍ और‍ ें ोबाईल‍  व ‍ पर‍  े‍ भल े ‍ प्राान‍ ेरेगा‍ और‍ भशेाों त ‍ ेी‍
 े‍ऑनलाईन‍रैंकेग‍प्रणाली‍स्‍थावपत‍ेरेगाा‍ 

 

3.8 उपभोतता‍सीिे‍फोरें ‍ेे‍ेाों ावलों ‍ें  ‍भशेाों त‍ेे‍साथ‍फोरें ‍ेा‍रूि‍ेर‍सेत‍ेहैं, म्जस‍े
फोरें ‍आवश्‍ों े‍ेाों ववाही‍ेे‍भलोें ‍अनजु्ञम्ततिारी‍ेो‍अिेवषत‍ेर‍सेता‍है।‍अ तवववष्े‍ें दु्द‍े
ेी‍ अत्‍ों ावश्‍ों ेता‍ ेे‍ ें ाें ल ‍ ें  , फोरें ‍ अपने‍ स्तर‍ पर‍ भशेाों त‍ ेे‍ ननवारण‍ ेी‍ प्रकिों ा‍
आरमभ‍ेर‍सेता‍है। 
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3.9 जोनल‍स्तरीों ‍फोरें ‍ेे‍ननणवों ‍से‍ों ा‍ों दा‍ननिावररत‍सें ों ‍ें  ‍भशेाों त‍ेा‍सें ािान‍नही ‍

होता‍है‍तो‍उपभोतता‍ववद्ों तु‍लोेपाल‍ेो‍प्रनतननधित्व‍ेरने‍से‍पहले‍ननगें ‍स्तरीों ‍फोरें ‍
ें  ‍अपील‍ेर‍सेत‍ेहैं। 

 

3.10 भशेाों त‍प्रातत‍होने‍पर, सास्ों ‍सधचव‍ों ा‍ेोई‍अन्ों ‍व्ों म्तत, म्जसे‍फोरें ‍द्वारा‍प्राधिेृत‍
केों ा‍गों ा‍हो, अपने‍दाना केत‍अद्ों ोक्षर‍ेर‍भशेाों त‍ेी‍पमु्ष्े‍ेरेगा‍और‍भशेाों त‍प्रात‍त‍
होने‍पर‍तत्ेाल‍रूप‍से‍भशेाों तेताव‍ेो‍पावती‍भेज गा। 

 

3.11 प्रातत‍ भशेाों त ‍ेो‍प जीेृत‍ केों ा‍जाोें गा‍और‍प्रत्ोें े‍वषव‍ ेे‍ भलोें ‍िें ानसुार‍स ख्ों ाकेत‍
केों ा‍जाोें गा‍और‍स ाभभवत‍केों ा‍जाोें गा‍उााहरण‍ेे‍भलोें , सी.जी.स ख्ों ा‍1/2019, 2/2019, 

.........., 1/2020, 2/2020, ............ इत्ों ादा। 

 

3.12 भशेाों त‍ेी‍ े‍प्रनतभलवप, प्राम्तत‍ेे‍तीन‍दान ‍(3) ेे‍भीतर‍अनजु्ञम्ततिारी‍ेे‍ननदावष्े‍
वतृवार‍प्राधिेृत‍अधिेारी‍ेो‍ननवारण‍ेे‍भलोें ‍ों ा‍भलखित‍रूप‍ें  ‍अपना‍उतर‍ााों र‍ेरने‍
ेे‍भलोें ‍अिेवषत‍ेर‍ाी‍जाोें गी।‍अनजु्ञम्ततिारी‍द्वारा‍इस‍ववननों ें ‍ेे‍जारी‍होने‍ेे‍तीन‍
(3) ें ाह‍ें  ‍ऐसे‍अधिेारी‍ेो‍नाभें त‍केों ा‍जाोें गा। 

 

3.13 ववतरण‍अनजु्ञम्ततिारी, फोरें ‍से‍सचूना‍ेे‍सात‍(7) दान ‍ें  ‍ों ा‍ऐस‍ेसें ों ‍ें  ‍म्जस‍ेननाेभशत‍
केों ा‍गों ा‍हो, भशेाों त‍पर‍ें दु्देवार‍अपनी‍देतपखणों ा ‍उपभोतता‍ेो‍ े‍प्रनत‍ेे‍साथ‍फोरें ‍
ेो‍प्रस्ततु‍ेरेगा‍और‍ों दा‍इस‍तरह‍ेी‍ देतपखणों ा ‍प्राान‍ेरने‍ें  ‍ ववतरण‍अनजु्ञततिारी‍
द्वारा‍ेोई‍ववफलता‍है‍तो‍फोरें ‍ररेा व‍पर‍उपलब्ि‍साें िी‍ेे‍आिार‍पर‍आग‍ेेाों ववाही‍
ेर‍सेता‍है। 

 

3.14 फोरें ‍ववतरण‍अनजु्ञम्ततिारी‍और‍भशेाों तेताव‍ेो‍पों ावतत‍अधिें ‍सें ों , ेें ‍से‍ेें ‍पा च‍
(5) दान ‍ेा, ाेत‍ेहुोें ‍भलखित‍ें  ‍भशेाों त‍ेी‍सनुवाई‍ेी‍दाना े ‍अधिसधूचत‍ेरेगा।‍ऐसी‍
सचूना‍ अनजु्ञम्ततिारी‍ ेी‍ वेबसाइे‍ पर‍ भी‍ प्राभशवत‍ ेी‍ जाोें गी।‍ फोरें ‍ ेे‍ अनसुार‍ भल  े ‍
अनजु्ञम्ततिारी‍ेी‍वेबसाइे‍पर‍उपलब्ि‍होना‍चादहोें । 

 

3.15 भशेाों तेताव, ववतरण‍ अनजु्ञम्ततिारी‍ ों ा‍ ेोई‍ अन्ों ‍ व्ों म्तत‍ जो‍ फोरें ‍ ेे‍ सें क्ष‍ केसी‍
ेाों ववाही‍ेा‍पक्षेार‍ है, फोरें ‍ेे‍सें क्ष‍अपना‍ें ाें ला‍‍प्रस्ततु‍ेरने‍ेे‍ भलोें ‍और‍इस‍
प्रों ोजन‍ेे‍भलोें ‍सभी‍ों ा‍ेोई‍भी‍ेाों व‍ेरने‍ेे‍भलोें ‍ों ा‍तो‍स्वों  ‍उपम्स्थत‍हो‍सेता‍है‍
ों ा‍ े‍अधिवतता‍(अधिवतता‍अधिननों ें , 1961‍ेे‍अथव‍ेे‍अन्तगवत)‍ेे‍अनतररतत‍केसी‍
अन्ों ‍व्ों म्तत‍ेो‍प्राधिेृत‍ेर‍सेता‍है। 
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3.16 जहा ‍ेोई‍भी‍व्ों म्तत‍जो‍फोरें ‍ेे‍सें क्ष‍ेाों ववाही‍ेा‍पक्षेार‍है, सनुवाई‍ेी‍दाना े ‍ेो, जो‍
भी‍ननों त‍ेी‍गों ी‍हो, लगातार‍ाो‍से‍अधिे‍अवसर ‍पर‍उपम्स्थत‍नही ‍होता‍ है‍तो‍इस‍
स ब ि‍ें  ‍फोरें ‍भशेाों त‍ेो‍ े-पक्षीों ‍ननखणवत‍ेर‍सेता‍है। 

 

 बशतें‍ के‍ ेोई‍ भी‍ स्थगन‍ फोरें ‍ द्वारा‍ सािारणतों ा‍ प्राान‍ नही ‍ केों ा‍ जाोें गा‍ जब‍ ते‍
पों ावतत‍ेारण‍नही ‍ाशावों ा‍गों ा‍है‍और‍स्थगन‍प्राान‍ेरने‍ेे‍भलोें ‍ेारण ‍ेो‍फोरें ‍द्वारा‍
भलखित‍रूप‍ें  ‍ररेा व‍नही ‍केों ा‍गों ा‍है। 

 

3.17 भशेाों त‍ेे‍परीक्षण‍और‍ननपेान‍ेे‍भलोें , फोरें ‍केसी‍भी‍अधिेारी/ेोई‍भी‍ररेा व‍ों ा‍
ववतरण‍अनजु्ञम्ततिारी‍ों ा‍भशेाों तेताव‍से‍सचूना‍ें ा ग‍सेता‍है‍और‍सभी‍पक्षेार‍इस‍तरह‍
ेी‍सचूना, ास्तावजे‍ों ा‍ररेा व, जसैा‍के‍फोरें ‍द्वारा‍ें ा गा‍गों ा‍है, ेो‍प्राान‍ेरने‍ेे‍भलोें ‍
बाध्ों ‍होगे।‍भशेाों त‍ेे‍ननवारण‍हेत‍ुों दा‍आवश्‍ों े‍हो‍तो‍फोरें ‍साइे‍ेा‍ननरीक्षण‍ेर‍
सेता‍है‍ों ा‍इसेे‍भलोें ‍अनजु्ञम्ततिारी‍ेो‍ननाेश‍ाे‍सेता‍है।‍ 

  

 बशतें‍के‍ों दा‍ेोई‍पक्षेार‍ऐसी‍सचूना, ास्तावेज‍ों ा‍ररेा व‍प्रस्ततु‍ेरने‍ें  ‍ववफल‍रहता‍है‍
और‍फोरें ‍स तषु्े‍है‍के‍ररेा व‍ेे‍ेब्जे‍वाला‍पक्षेार‍इस‍ेजानबझूेर‍रोे‍रहा‍है‍तो‍इससे‍
प्रनतेूल‍ननष्ेषव‍ननेाला‍जा‍सेता‍है। 

 

3.18 ववतरण‍अनजु्ञम्ततिारी‍से‍देतपखणों ा ‍प्रातत‍होने‍पर‍ों ा‍अन्ों था‍और‍जैसा‍फोरें ‍आवश्‍ों े‍
सें झे‍जा च‍ों ा‍स्थानीों ‍ननरीक्षण‍आों ोम्जत‍ेरने‍ेे‍पश्चात‍्और‍पक्षेार ‍ेो‍सनुवाई‍ेा‍
उधचत‍अवसर‍प्राान‍ेरने‍ ेे‍पश्चात,् फोरें ‍ भशेाों त‍ेे‍ ननपेान‍ेे‍ भलोें ‍30‍ दान ‍ेी‍
अवधि‍ेे‍भीतर‍उधचत‍आाेश‍पाररत‍ेरेगा‍और‍जो‍के‍केसी‍भी‍ें ाें ल ‍ें  ‍भशेाों त‍ााों र‍
ेरने‍ेे‍45‍दान ‍से‍अधिे‍नही ‍होगा। 

 

3.19 फोरें ‍ ेी‍ ेाों ववादहों  ‍ और‍ ननणवों (ों  )‍ ेो‍ ररेा व‍ केों ा‍ जाोें गा‍ और‍ ेारण ‍ से‍ सें धथवत‍
होग । 

 

3.20 फोरें ‍आख्ों ापे‍आाेश‍जारी‍ेरेगा‍और‍सनुनम्श्चत‍ेरेगा‍के‍भशेाों त ‍ेा‍ननवारण‍ेेवल‍
लाग‍ूववननों ाें  ‍ेे‍प्राविान ‍ेो‍ध्ों ान‍ें  ‍रित‍ेहुोें ‍केों ा‍गों ा‍है। 

 

3.21  फोरें ‍ेी‍केसी‍भी‍बिैे‍ेे‍भलोें ‍ेोरें ‍(गणपनूत व)‍ाो‍(2) होगा।‍प्रत्ोें े‍सास्ों ‍ेा‍ े‍ें त‍
होगा।‍ों दा‍ें ाें ल ‍ेी‍सनुवाई‍ेेवल‍ाो‍सास्ों  ‍अथावत‍्अध्ों क्ष‍और‍स्वत त्र‍ों ा‍ववत‍सास्ों ‍
द्वारा‍ेी‍गों ी‍है, तो‍बराबरी‍ेे‍ें ाें ल ‍ें  ‍अध्ों क्ष‍ेे‍पास े‍ननणावों े‍ें त‍होगा।‍जहा ‍पर‍
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ें ाें ल ‍ेी‍सनुवाई‍स्वत त्र‍सास्ों ‍और‍ववत‍सास्ों ‍द्वारा‍ेी‍गों ी‍है, तो‍बराबरी‍ेे‍ें ाें ल ‍
ें  ‍स्वत त्र‍सास्ों ‍ेे‍पास‍ े‍ननणावों े‍ें त‍होगा। 

 

3.22 फोरें ‍ेे‍आाेश‍ेी‍प्रें ाखणत‍प्रनत‍पक्षेार ‍ेो‍आाेश‍ेी‍दाना े ‍से‍तीन‍(3) दान ‍ेे‍भीतर‍
भलखित‍रूप‍ें  ‍प्राान‍ेी‍जाोें गी।‍ऐसे‍आाेश‍ेो‍अनजु्ञम्ततिारी‍ेी‍वेबसाइे‍पर‍भी‍प्राभशवत‍
केों ा‍जाोें गा। 

 

3.23 फोरें ‍उपभोतता‍ेे‍अनरुोि‍पर‍इस‍तरह‍ेे‍अ तररें ‍आाेश‍पाररत‍ेर‍सेता‍है‍म्जसे‍वह‍
भशेाों त‍पर‍ल बबत‍अ नतें ‍ननणवों ‍पर‍उधचत‍सें झे। 

 

3.24 फोरें ‍अपनी‍ेाों ववाही‍से‍पहल‍ेकेसी‍भी‍स्तर‍पर‍पक्षेार ‍ेे‍बीच‍हुोें ‍सें झौत‍ेेे‍स ाभव‍
ें  ‍केसी‍भी‍भशेाों त‍ेा‍ननपेारा‍ेर‍सेता‍है।‍ 

 

3.25 फोरें ‍भसववल‍प्रकिों ा‍स दहता‍1908 (1908‍ेा‍अधिननों ें ‍5) ें  ‍ननिावररत‍प्रकिों ा‍ेा‍पालन‍
ेरने‍ेे‍भलोें ‍बाध्ों ‍नही ‍होगा‍और‍इन‍ववननों ें  ‍ेे‍अिीन, फोरें ‍अपने‍ेाों ों‍ेे‍ेुशल‍
ननववहन‍ ेे‍ भलोें ‍ ननष्पक्ष‍ व्ों वहार‍ और‍ प्राेृनते‍ न्ों ाों ‍ ेे‍ भसद्धान्त ‍ ेे‍ अनरुूप‍ प्रकिों ा‍
ववेभसत‍ेर‍सेता‍है। 

 

3.26 फोरें ‍ ेा‍ आाेश‍ ननम्श्चत‍ रूप‍ से‍ आों ोग‍ द्वारा‍ ननों तुत‍ ों ा‍ नाभें त‍ ववद्ों तु‍ लोेपाल‍ ेे‍
स प वे ‍वववरण‍और‍वह‍अवधि‍म्जसेे‍भीतर‍इन‍ववननों ें  ‍ेे‍तहत‍लोेपाल‍ेो‍अभ्‍ों ावेान, 

ों दा‍ेोई‍हो, केों ा‍जाोें , ेा‍उल्लिे‍ेरेगा। 
 

3.27 अनजु्ञम्ततिारी‍  े‍ ें हीने‍ ेे‍ भीतर‍ फोरें ‍ ेे‍ आाेश‍ ेा‍ पालन‍ ेरेगा।‍ अनजु्ञम्ततिारी‍ ेा‍
स ब धित‍नाभें त‍अधिेारी, अनपुालन‍ेी‍तारीि‍से‍7 दान ‍ेे‍भीतर‍फोरें ‍ेे‍आाेश‍पर‍
अनपुालन‍ररपो वे‍फोरें ‍और‍भशेाों तेताव‍ेो‍प्रस्ततु‍ेरेगा। 

 

3.28 फोरें ‍ेे‍आाेश ‍ेा‍अपालन‍इन‍ववननों ें  ‍ेा‍उल्ल घन‍ें ाना‍जाोें गा‍और‍अधिननों ें ‍ेी‍
िारा‍142‍और‍146‍ेे‍तहत‍आों ोग‍द्वारा‍उधचत‍ेाों ववाही‍ेे‍भलोें ‍ााों ी‍होगा। 

 

3.29 ववतरण‍अनजु्ञम्ततिारी‍भशेाों त‍ननवारण‍ेी‍ननगरानी‍ेे‍भलोें ‍त त्र‍स्थावपत‍ेरेगा। 

 

 ररपोर्टिंग्‍आिश््‍यकताय ं
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3.30 अनजु्ञम्ततिारी‍आों ोग‍और‍लोेपाल‍ेो‍भशेाों त ‍ेे‍ननपेान‍पर‍आईजीआर‍प्रेोष्ि‍और‍
फोरें ‍ ेी‍  े‍ त्रेैं ाभसे‍ ररपो वे‍ प्रस्ततु‍ ेरेगा।‍ ररपो वे‍ नतें ाही‍ म्जससे‍ ों ह‍ स ब धित‍ है‍ ेी‍
सें ाम्तत‍ेे‍15‍दान ‍ेे‍भीतर‍प्रस्ततु‍ेी‍जानी‍चादहोें । 

 

3.31 त्रेैं ाभसे‍ररपो वे‍ेो‍अनलुग्ने-II‍ें  ‍ननदावष्े‍प्रारूप‍ेे‍अनसुार‍प्रस्ततु‍केों ा‍जाना‍चादहोें । 

 

3.32 अनजु्ञम्ततिारी‍वावषवे ‍ररपो वे‍भी‍प्रस्ततु‍ेरेगा‍म्जसें  ‍आों ोग‍और‍लोेपाल‍ेो‍ववतीों ‍वषव‍
ेे‍ाौरान‍आईजीआर‍प्रेोष्ि ‍और‍फोरें  ‍ेी‍गनतववधिों  ‍ेी‍साें ान्ों ‍सें ीक्षा‍होगी। 

 

3.33 ररपो वे‍ेो‍ववतीों ‍वषव‍म्जसस‍ेों ह‍स ब धित‍है‍ेी‍सें ाम्तत‍ेे‍45‍दान ‍ेे‍भीतर‍प्रस्ततु‍केों ा‍
जाना‍ चादहोें ।‍ आों ोग‍ द्वारा‍ उपरोत‍तानसुार‍ प्रात‍त‍ ररपोेपोर‍ ेो‍ आों ोग‍ ेी‍ बेबसाइे‍ पर‍
प्राभशवत‍ केों ा‍ जाों ा।‍ आों ोग‍ सें ों ‍ सें ों ‍ पर‍ भशेाों त‍ ननवारण‍ फोरें  ‍ ेे‍ ननष्‍पाान‍ ेी‍
सें ीक्षा‍ेा‍ररिता‍है। 

 

लोकपाल्‍के्‍समक्ष्‍अभ्यािेदन 

 

3.34 भशेाों तेताव‍ननमनभलखित‍पररम्स्थनतों  ‍ें  ‍आों ोग‍द्वारा‍ननों तुत/नाभें त‍लोेपाल‍ेे‍सक्षें ‍
अभ्ों ावेान‍ेो‍प्राथभें ेता‍ाे‍सेता‍हैः 

 

(े)‍ ों दा‍ भशेाों तेताव‍ ननदावष्े‍ अवधि‍ ेे‍ भीतर‍ ननगें ‍ स्तरीों /जोनल‍ स्तरीों ‍ फोरें ‍
द्वारा‍भशेाों त‍ेा‍ननवारण‍नही ‍ेरने‍से‍व्ों धथत‍है।‍ननदावष्े‍अवधि‍ेी‍सें ाम्तत‍ेे‍
बाा‍लोेपाल‍से‍केसी‍भी‍सें ों ‍स प वे ‍केों ा‍जा‍सेता‍है।‍ऐसे‍ें ाें ल ‍ें  ‍फोरें ‍
ेे‍पास‍ल बबत‍ेाों ववाही‍लोेपाल‍ेो‍स्थानान्तररत‍ेर‍ाी‍जाोें गी। 

 

(ि)‍ ों दा‍ भशेाों तेताव‍ फोरें ‍ द्वारा‍ पाररत‍ आाेश‍ से‍ व्ों धथत‍ है।‍ इस‍ तरह‍ ेा‍ 

अभ्ों ावाेन‍फोरें ‍द्वारा‍भशेाों त‍ेे‍ननवारण‍ेे‍भलोें ‍ननदावष्े‍सें ों ‍सीें ा‍     ेी‍
सें ाम्तत‍ों ा‍आाेश‍जारी‍होने‍ेे‍30‍दान ‍ेी‍अवधि‍ेे‍भीतर‍केों ा‍जा‍सेता‍है। 

 

3.35 उप-ववननों ें ‍3.24‍ेे‍अनसुार‍सें झौता‍होने‍पर‍उपभोतता‍ेो‍लोेपाल‍ेे‍सें क्ष‍अभ्ों ावेान‍
ेरने‍ेा‍ेोई‍अधिेार‍नही ‍होगा। 

अध्याय्‍-4 

विद्यतु्‍लोकपाल 

 

 लोकपाल्‍की्‍ननयकु्क्त 
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4.1  आों ोग‍ अधिननों ें ‍ और‍ इन‍ ववननों ें  ‍ द्वारा‍ उस‍े सौंप‍े गोें ‍ ेाों ों‍ ेो‍ परूा‍ ेरने‍ ेे‍ भलोें ‍

लोेपाल‍ ेे‍ रूप‍ ें  ‍ जाना‍ जाने‍वाला‍व्ों म्तत‍ ें नोनीत‍ ों ा‍ ननों तुत‍ ेरेगा।‍आवश्‍ों ेता‍ेे‍
आिार‍पर‍आों ोग‍ े‍से‍अधिे‍लोेपाल‍ननों तुत‍ेर‍सेता‍है।‍ 

 
4.2 स ब धित‍ड स्‍े ॉें ‍ेे‍फ्र चाइजी‍क्षते्र‍भी‍उसेे‍अधिेार‍क्षेत्र‍ें  ‍आोें ग । 
 

4.3 लोेपाल‍ेी‍ननों मु्तत‍ेे‍भलोें ‍आों ोग‍साववजनने‍ववज्ञापन‍ेे‍ें ाध्ों ें ‍से‍आवाेन‍आें  बत्रत‍
ेरेगा।‍लोेपाल‍ेे‍चों न‍ेे‍भलोें ‍आों ोग‍ े‍चों न‍सभें नत‍ेा‍गिन‍ेरेगा। 

 

 बशतें‍के‍ववद्ों तु‍लोेपाल‍ेी‍सेवा‍ननवनृत‍ों ा‍ेाों वे ाल‍ेी‍सें ाम्तत‍ेे‍ें ाें ल ‍ें  , आवेान‍
सेवाननवनृत‍ेी‍तारीि‍ों ा‍ेाों वे ाल‍ेी‍सें ाम्तत, ों थाम्स्थनत, से‍ेें ‍से‍ेें ‍िः‍(6) ें हीन ‍
पहल‍ेआें  बत्रत‍केोें ‍जाोें ग । 

 

 बशतें‍‍ों ह‍भी‍के‍ें तृ्ों ,ु त्ों ागपत्र‍ों ा‍ननष्ेासन‍ेे‍ेारण‍ववद्ों तु‍लोेपाल‍ेे‍पा‍ररम्तत‍
होने‍ेी‍म्स्थनत‍ें  , इस‍तरह‍ेी‍ररम्तत‍होने‍ेी‍तारीि‍से‍ े‍(1) ें हीन ‍ेे‍भीतर‍आवाेन‍
आें  बत्रत‍केोें ‍जाोें ग । 

 

4.4 ेें ‍ से‍ ेें ‍ ें खु्ों ‍ अभभों  ता/ननाेशे‍ ेे‍ पा‍ से‍ सेवाननवतृ‍ हुोें ‍ राजस्थान‍ रा‍ों ‍ ववद्ों तु‍
ववतरण‍ेमपननों  ‍ों ा‍राववववआ‍ेे‍सेवाननवतृ‍इ जीननों र‍इस‍शतव‍ेे‍अध्ों िीन‍के‍सेवाननवतृ‍
इ जीननों र‍म्जन्ह ने‍सेवाननवनृत‍ेे‍ाो‍(2) वषव‍परेू‍नही ‍केों ‍ेहैं, वे‍उसी‍ववतरण‍ेमपनी‍ें  ‍
ननों मु्तत‍ेे‍भलोें ‍पात्र‍नही ‍ह ग‍ेों ा‍ेें ‍से‍ेें ‍म्जला‍न्ों ाों ािीश‍ेे‍पा‍से‍सेवाननवतृ‍हुआ‍
व्ों म्तत, लोेपाल‍ेे‍रूप‍ें  ‍ननों मु्तत‍ेे‍भलोें ‍पात्र‍ह गे। 

 

 पदािचि्‍और्‍सेिा्‍की्‍शतें 
4.5      ववद्ों तु‍ लोेपाल‍ ेाों वभार‍ स भालने‍ ेी‍ नतधथ‍ से‍ ाो‍ वषव‍ ेे‍ भल ,‍  े‍ वषव‍ ेे‍ भल ‍और‍

ववस्‍तार‍ेे‍आिीन, पा‍‍िारण‍ेरेगा। 
 

4.6 पैंसि‍(65) वषव‍ेी‍आों ‍ुप्रातत‍ेरने‍ेे‍पश्चात‍्लोेपाल‍पा‍िारण‍नही ‍ेरेगा।‍लोेपाल‍ेी‍
ननों मु्तत‍ेे‍भलोें ‍ववज्ञापन‍ेी‍नतधथ‍ेो‍न्ों नूतें ‍और‍अधिेतें ‍आों ‍ुसीें ा‍िें षः‍59‍वषव‍
और‍62‍वषव‍होगी। 

 

4.7 लोेपाल‍ेा‍सेें केत‍पाररश्रभें े‍इस‍तरह‍होगा‍जो‍आों ोग‍द्वारा‍अलग-अलग‍आाेश‍ेे‍
ें ाध्ों ें ‍से‍सें ों -सें ों ‍पर‍ननदावष्े‍केों ा‍जाव । 
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 बशतें‍ के‍ लोेपाल‍ ेा‍ सें ेकेत‍ पाररश्रभें े‍ ननों मु्तत‍ ों ा‍ ववस्तार‍ ेे‍ बाा‍ उनेे‍ अदहत‍ेे‍
भलोें ‍पररवनत वत‍नही ‍होगा।‍ 

 

4.8  लोेपाल‍ेा‍पा‍पणूवे ाभले‍पा‍होता‍है, वह‍अपना‍परूा‍सें ों ‍लोेपाल‍ेाों ावलों ‍ेे‍ें ाें ल ‍
ें  ‍सें वपवत‍ेरेगा, और‍अपने‍ेाों वे ाल‍ेे‍ाौरान‍लाभ‍ेा‍ेोई‍पा‍िारण‍नही ‍ेरेगा। 

 

 लोकपाल्‍की्‍अयोग्यता्‍और्‍ननष्कासन 

 

4.9 ेोई‍भी‍व्ों म्तत‍लोेपाल‍ेे‍रूप‍ें  ‍ननों तुत‍नही ‍केों ा‍जाोें गा‍और/ों ा‍पा‍पर‍ननरन्तरता‍
बनाों  ‍रिन‍ेेा‍हेाार‍नही ‍होगा, ों दा‍वह‍ननम‍न‍ेे‍ेारण‍अों ोग्‍ों ‍घोवषत‍होता‍है।‍ 

 

(े)‍ दावाभलों ा‍न्ों ाों ननखणवत‍केों ा‍जाने‍पर; 

 

(ि)‍ केसी‍अपराि‍ ेे‍ भलोें ‍ ाोषी‍ िहराों ा‍ जाने‍ पर, म्जसें  ‍ आों ोग‍ ेी‍ राों ‍ ें  ‍ननैते‍
अिें ता‍शाभें ल‍है; 

 

(ग)‍ लोेपाल‍‍रूप‍ें  ‍ेाों व‍ेरने‍ेे‍भलोें ‍शरीररे‍ों ा‍ें ानभसे‍रूप‍ें  ‍अक्षें ‍होने‍पर; 

 

(घ)‍ ऐसे‍ ववतीों ‍ ों ा‍ अन्ों ‍ दहत‍ ेा‍ अभभिहण‍ केों ा‍ जाने‍ पर‍ जो‍ लोेपाल‍ ेे‍ रूप‍ ें  ‍
पवूाविह‍से‍उसेे‍ेाों व‍ेो‍प्रभाववत‍ेरने‍ेी‍स भावना‍है; 

 

( )‍ अपनी‍म्स्थनत‍ेा‍ारुूपों ोग‍ेर‍ेाों वलों ‍ें  ‍अपनी‍ननरन्तरता‍ेो‍साववजनने‍दहत‍ेे‍
पक्षपाती‍ेे‍रूप‍ें  ‍प्रस्ततु‍ेरने‍पर; 

 

(च)‍ भसद्ध‍ावु्र्ों वहार‍ेा‍ाोषी‍होने‍पर; ों ा 
 

(ि)‍ केसी‍भी‍राजनीनते‍ाल‍ेा‍सास्ों ‍बनने‍पर‍।‍ 

4.10 ववद्ों ें ान‍लोेपाल‍ेो‍आों ोग‍द्वारा‍केसी‍भी‍उतत‍अों ोग्ों ता‍ेे‍होने‍ों ा‍पता‍लगने‍ेे‍
ेारण‍उसेे‍पा‍से‍हेाों ा‍जाोें गा।‍बशतें‍के‍लोेपाल‍उपरोतत‍उपि   ‍ें  ‍ननदावष्े‍केसी‍
भी‍आिार‍पर‍अपने‍पा‍से‍नही ‍हेाों ा‍जाोें गा, जब‍ते‍के‍आों ोग‍ने‍जा च‍ेे‍आिार‍पर‍
ों ह‍ ननष्ेषव‍ नही ‍ ननेाला‍ हो‍ के‍ व्ों म्तत‍ ेो‍ ऐस‍े आिार‍ ों ा‍ आिार ‍ पर‍ हेाों ा‍ जाना‍‍
चादहोें । 
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4.11 लोेपाल‍आों ोग‍ेो‍भलखित‍रूप‍ें  ‍ेें ‍से‍ेें ‍तीन‍(3) ें हीन ‍पवूव‍सचूना‍ाेेर‍अपने‍पा‍

ेो‍त्ों ाग‍सेता‍है।‍इसी‍प्रेार, ों दा‍लोेपाल‍आों ोग‍द्वारा‍हेाों ा‍जाता‍है, तो‍आों ोग‍
लोेपाल‍ेो‍भलखित‍रूप‍ें  ‍ेें ‍से‍ेें ‍तीन‍(3) ें हीने‍पवूव-सचूना‍ाेगा। 

 

 लोकपाल्‍का्‍कायाषलय 

 

4.12 लोेपाल‍ेा‍ेाों ावलों ‍जों परु‍ें  ‍होगा।‍ों दा‍आों ोग‍प्रत्ोें े‍ड स्ेॉें ‍ेे‍भलोें ‍प्रथे‍रूप‍से‍
लोेपाल‍ननों तुत‍ेरता‍है, तो‍लोेपाल‍ेा/ेे‍ेाों ावलों ‍स ब धित‍ड स्ेॉें ‍ेे‍ें खु्ों ालों ‍शहर‍
ें  ‍म्स्थत‍होगा।‍तथावप, लोेपाल‍अभ्ों ावेान ‍ेा‍ननपेान‍शीघ्र‍ेरने‍ेे‍भलोें ‍अपने‍अधिेार‍
क्षेत्र‍ें  ‍ववभभन्न‍स्थान ‍पर‍सनुवाई‍ों ा‍ेाों ववाही‍ेर‍सेता‍है। 

 

4.13 आों ोग‍लोेपाल‍ेो‍ े‍सधचवालों ‍उपलब्ि‍ेराोें गा।‍उतत‍सधचवालों ‍ेे‍भलोें ‍ेें वचाररों  ‍
ेी‍ स ख्ों ा‍ और‍ ेें वचाररों  ‍ ेी‍ ननों मु्तत‍ ेे‍ ननों ें ‍ और‍ शतों‍ ेो‍ सें ों -सें ों ‍ पर‍ आों ोग‍
द्वारा‍ननिावररत‍केों ा‍जाोें गा।‍ों दा‍आवश्‍ों े‍हो,‍लोेपाल,‍अध्‍ों क्ष,‍राववववआ‍ेे‍अनेुं ोान‍
से,‍ड स्‍े ॉें ‍से‍ासूरे‍आिार‍पर‍सें थवन‍सेवा‍ले‍सेता‍है। 

 

4.14 लोेपाल‍ेे‍ेाों ावलों ‍म्जसें  ‍सधचवालों ‍भी‍शाभें ल‍है, ेा‍सारा‍व्ों ों ‍आों ोग‍द्वारा‍वहन‍
केों ा‍जाोें गा। 

 

4.15 लोेपाल‍ेा‍नाें , स्थान, ई-ें ेल‍पता‍और‍ ेेलीफोन‍नमबर‍सें ाचार‍पत्र ‍ ेे‍ें ाध्ों ें ‍से‍
व्ों ापे‍रूप‍से‍प्रचाररत‍केों ा‍जाोें गा‍और‍अनजु्ञम्ततिाररों  ‍और‍  आों ोग‍ेे‍ेाों ावलों  ‍और‍
वेबसाइे ‍ पर‍ प्राभशवत‍ केों ा‍ जाोें गा‍ और‍ ववद्ों तु‍ बबल ‍ ेे‍ ें ाध्ों ें ‍ से‍ उपभोतताओ ‍ ेो‍‍
सधूचत‍ केों ा‍ जाोें गा।‍ इन्ह ‍ इलेतरॉनने‍ ें ीड ों ा‍ ेे‍ ें ाध्ों ें ‍ से‍ भी‍ प्रचाररत‍ केों ा‍ जा‍‍‍‍
सेता‍है। 

 

 

 

 

लोकपाल्‍की्‍शक्क्तया्ँ‍और्‍कायष 
 

4.16 लोेपाल‍ेी‍ननमनभलखित‍शम्ततों ा ‍और‍ेतवव्ों ‍ह ग:े 
(े)‍ अभ्ों ावेान ‍ेो‍िहण‍ेरना, ऐसे‍अभ्ों ावेान ‍पर‍ववचार‍ेरना‍और‍अनजु्ञम्ततिाररों  ‍

और‍भशेाों तेतावओ ‍ ेे‍बीच‍सलुह‍और‍ें ध्ों स्थता‍ेे‍ें ाध्ों ें ‍से‍सें झौत‍ेद्वारा‍
ननपेान‍ेी‍सवुविा‍प्राान‍ेरना‍और‍जहा ‍इस‍तरह‍ेी‍सलुह‍नही ‍होती‍है‍तो‍इन‍
ववननों ें  ‍ेे‍अनसुार‍आाेश‍पाररत‍ेरना। 
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(ि)‍ लोेपाल‍ उन‍ ें ाें ल ‍ ें  ‍ जो‍ अभ्ों ावेान‍ ेी‍ ववषों -वस्त‍ु है, प्रथें ‍ दृष्ेा त‍ ें  ‍
पराें शवााता‍और‍ें ध्ों स्थ‍ेे‍रूप‍ें  ‍ेाों व‍ेरेगा। 

 

(ग)‍ लोेपाल‍अिीक्षण‍ेी‍साें ान्ों ‍शम्ततों  ‍ेा‍प्रों ोग‍ेरेगा‍और‍अपने‍ेाों ावलों ‍पर‍
ननों  त्रण‍ेरेगा‍और‍वहा ‍पर‍व्ों वसाों ‍ेे‍स चालन‍ेे‍भलोें ‍म्जमें ाेार‍होगा। 

 

(घ)‍ लोेपाल‍ 30‍ दान ‍ेी‍ ननिावररत‍अवधि‍ेी‍सें ाम्तत‍ेे‍पश्चात‍भी‍अभ्ों ावेान‍ेो‍
िहण‍ेर‍सेता‍है, ों दा‍लोेपाल‍स तषु्े‍है‍के‍उस‍अवधि‍ेे‍भीतर‍इस‍ेााखिल‍न‍
ेरने‍ेा‍पों ावतत‍ेारण‍है।‍ऐसे‍ें ाें ल ‍ें  ‍लोेपाल‍अपने‍आाेश‍ें  ‍अभ्ों ावेान‍ेे‍
िहण‍ेरने‍ेे‍ेारण ‍ेो‍ररेा व‍ेरेगा। 

 

( )‍ भशेाों तेताव‍ेे‍अनरुोि‍पर, लोेपाल‍अभ्ों ावेान‍ेे‍ननपेान‍ेे‍ाौरान‍केसी‍भी‍
स्तर‍पर‍इस‍तरह‍ेे‍अ तररें ‍आाेश, म्जसे‍वह‍आवश्‍ों े‍सें झ,े जारी‍ेर‍सेता‍है। 

 

बशतें‍के‍लोेपाल‍ेे‍पास‍केसी‍भी‍ेाों ववाही, सनुवाई‍ों ा‍ें ाें ल ‍ें  ‍इस‍तरह‍ेे‍
अ तररें ‍आाेश‍म्जस‍ेवह‍उधचत‍सें झ,े ेो‍पाररत‍ेरने‍ेी‍शम्ततों ा ‍ह गी, ों दा‍
भशेाों तेताव‍लोेपाल‍ेो‍स तषु्े‍ेरता‍है‍के‍प्रथें ‍दृष्ेों ा‍ववतरण‍अनजु्ञम्ततिारी‍
ने‍िें ेी‍ाी‍है‍ों ा‍ववद्ों तु‍ेनेत‍शन‍ेो‍हेान‍ेों ा‍ववछिेदात‍ेरने‍ेी‍स भावना‍है, 

और‍ अधिननों ें ‍ ों ा‍ उसेे‍ अिीन‍ बनाोें ‍ गोें ‍ केसी‍ भी‍ ननों ें ‍ और‍ ववननों ें ‍ ों ा‍
आों ोग‍ेे‍केसी‍भी‍आाेश‍ेे‍प्राविान ‍ेा‍उल्ल घन‍हुआ‍है‍ों ा‍होने‍ेी‍स भावना‍है, 

बशतें, लोेपाल‍ेे‍पास‍ऐसे‍ें ाें ल ‍ेी‍अधिेाररता‍हो। 

 

बशतें‍ों ह‍भी‍के, जहा ‍ों ह‍प्रतीत‍होता‍है‍के‍ाेरी‍से‍अ तररें ‍आाेश‍पाररत‍ेरने‍ेा‍
उाेश्‍ों ‍ववफल‍हो‍जाोें गा, ेो‍िोड़ेर‍ेोई‍अ तररें ‍आाेश‍तब‍ते‍पाररत‍नही ‍केों ा‍
जाोें गा‍जब‍ते‍के‍ववपक्षी‍पक्षेार‍ेो‍सनुवाई‍ेा‍अवसर‍नही ‍दाों ा‍गों ा‍हो। 

 लोकपाल्‍द्िारा्‍अनसुरण्‍की्‍जाने्‍िाली्‍प्रक्रिया 
 

4.17 अभ्ों ावेान, भशेाों तेताव‍ों ा‍उसेे‍अधिेृत‍प्रनतननधि‍द्वारा‍ई-ें ले‍ें ो ‍सदहत, भलखित‍रूप‍
ें  ‍होगा‍और‍भशेाों तेताव‍ेा‍नाें ‍और‍पता, ास्तावेज ‍द्वारा‍सें धथवत‍भशेाों त‍ेो‍उिाोें ‍
जाने‍वाले‍तथ्ों , ों दा‍ेोई‍हो, सें ाववष्े‍होग‍ेऔर‍लोेपाल‍से‍ें ा गी‍गई‍राहत‍ेो‍ननदावष्े‍
केों ा‍जा‍सेता‍है। 
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4.18 अभ्ों ावेान‍अनलुग्ने-III‍ें  ‍दा ‍ग ‍प्रारूप‍ें  ‍प्रस्ततु‍केों ा‍जा‍सेता‍है।‍तथावप, केसी‍भी‍

अभ्ों ावेान‍ेो‍लोेपाल‍द्वारा‍ेेवल‍इस‍आिार‍पर‍अस्वीेार‍नही ‍ केों ा‍जाोें गा‍के‍वह‍
ननिावररत‍प्रारूप‍ें  ‍नही ‍है। 

 

4.19 लोेपाल‍अभ्ों ावेान‍ेी‍प्राम्तत‍ेो‍ननमनभलखित‍तरीेे‍से‍स्वीेार‍ेरेगा: 
 

(े)‍‍ अभ्ों ावेान‍प्रस्ततु‍ेरने‍पर‍तरुन्त‍अगर‍व्ों म्ततगत‍रूप‍से‍दाों ा‍गों ा‍है; ों ा 
 

(ि)‍  ाे/ई-ें ेल‍ेे‍ें ाध्ों ें ‍से‍अभ्ों ावेान‍ेी‍प्राम्तत‍ेे‍ाो‍(2) ेाों व‍दावस ‍ें  ‍अगर‍ों ह‍
 ाे/ेोररों र/ई-ें ेल‍ेे‍ें ाध्ों ें ‍से‍प्रातत‍होता‍है। 

  

लोेपाल, पावती‍जारी‍ेरत‍ेसें ों , इसेे‍द्वारा‍िहण‍के ‍ग ‍प्रत्ोें े‍अभ्ों ावेान‍
ेो‍ ेें ात्र‍ेेस‍स ख्ों ा‍और‍दाना े‍ननदावष्े‍ेरेगा। 

 

4.20  लोेपाल‍ सें ों -सें ों ‍ पर‍ प्रातत‍ सभी‍ अभ्ों ावेान ‍ ेे‍ ों थाथव‍ और‍ सही‍ ररेॉ व‍ ेा‍ स िारण‍
ेरेगा। 

 

 सलुह्‍द्िारा्‍समझौत्े‍को्‍प्रोत्साहन 

 

4.21 जैस‍ेही‍ऐसा‍ेरना‍व्ों ावहाररे‍हो‍परन्त‍ुअभ्ों ावेान‍ेी‍प्राम्तत‍ेी‍तारीि‍से‍ े‍सतताह‍ेे‍
पश्चात‍्नही , लोेपाल‍अभ्ों ावेान‍ेी‍प्रनतभलवप‍ेे‍साथ‍अभ्ों ावेान‍ें  ‍वखणवत‍अनजु्ञम्ततिारी‍
ेे‍स ब धित‍अधिेारी‍ेो‍नोदेस‍ाेगा‍और‍सलुह‍ों ा‍ें ध्ों स्थता‍ेे‍ें ाध्ों ें ‍से‍भशेाों तेताव‍
और‍अनजु्ञम्ततिारी‍ेे‍बीच‍आपसी‍सें झौत‍ेद्वारा‍अभ्ों ावेान‍ेे‍ननपेान‍ेो‍प्रोत्साहन‍ाेने‍
ेा‍प्रों ास‍ेरेगा। 

 

4.22 अभ्ों ावेान‍ ेे‍ ननपेान‍ ेी‍ सवुविा‍ ेे‍ उाेश्‍ों ‍ से, लोेपाल‍ ऐसी‍ प्रकिों ाओ ‍ ेा‍ पालन‍ ेर‍
सेता‍है, जैसा‍वह‍उधचत‍सें झे। 

 

4.23 जब‍ेोई‍अभ्ों ावेान‍लोेपाल‍ेी‍ें ध्ों स्थता‍ेे‍ें ाध्ों ें ‍से‍तों ‍केों ा‍जाता‍है, लोेपाल‍
म्जसे‍वह‍ें ाें ल ‍ेी‍पररम्स्थनतों ा ‍ें  ‍उधचत‍सें झता‍है, उसेी‍अनशु षा‍ेरेगा।‍अनषु षा‍ेी‍
प्रनतों ा ‍भशेाों तेताव‍और‍अनजु्ञम्ततिारी‍ेो‍भेजी‍जाोें गी। 

 

4.24 ों दा‍ भशेाों तेताव‍और‍अनजु्ञम्ततिारी‍लोेपाल‍ेी‍ भसफाररश‍ेो‍स्वीेार‍ेरत‍ेहैं, तो‍ वे‍
भसफाररश‍ेी‍ प्राम्तत‍ ेी‍तारीि‍ ेे‍ 15‍ दान ‍ ेे‍ भीतर‍ भलखित‍ रूप‍ ें  ‍ स सचूना‍ भेज ग।े‍ वे‍
लोेपाल‍ेो‍अपनी‍स्वीेृनत‍ेी‍पमु्ष्े‍ेर गे‍और‍स्पष्े‍रूप‍से‍ननदावष्े‍ेरेग‍ेके‍लोेपाल‍
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द्वारा‍ेी‍गई‍भसफाररश ‍ेे‍स ाभव‍ें  ‍और‍अभ्‍ों ावेान‍ेे‍पणूव‍और‍अ नतें ‍ननपेान‍ें  ‍जो‍
सें झौता‍केों ा‍गों ा‍है, वह‍उन्ह ‍सें िता‍ें  , स्वीेाों व‍है। 

 

4.25 लोेपाल‍इस‍तरह‍ेे‍सें झौत‍ेेा‍ररेॉ व‍अपने‍आाेश ‍ेे‍अनसुार‍बनाोें गा‍और‍उसेे‍बाा‍
ें ाें ल ‍ेो‍ब ा‍ेर‍ाेगा।‍इस‍तरह‍ेे‍ ननपेान‍ेे‍लोेपाल‍ेे‍आाेश‍ 15‍दान ‍ ेे‍भीतर‍
अनजु्ञम्ततिारी/भशेाों तेताव‍ द्वारा‍ अनपुालन‍ ेरना‍ होगा।‍ इस‍ तरह‍ ेे‍ ननपेान‍ ेे‍ ववरूद्ध‍
ेोई‍अपील/पनुवववलोेन‍नही ‍होगा। 

 

 अभ्यािेदनों्‍की्‍सनुिाई 

 

4.26 अभ्ों ावेान‍ेो‍प जीेृत‍ेरने‍ेे‍पश्चात, प जीेरण‍ेे‍सात‍(7) दान ‍ेे‍भीतर‍लोेपाल, 

स ब धित‍फोरें ‍से‍अभ्ों ावेान‍से‍स ब धित‍ररेॉ व‍ेी‍ें ा ग‍ेरेगा।‍स ब धित‍फोरें ‍इस‍तरह‍ेे‍
नोदेस‍ेी‍प्राम्तत‍ेी‍तारीि‍से‍सात‍(7) दान ‍ेे‍भीतर‍परेू‍ररेॉ व‍ेो‍लोेपाल‍ेे‍ेाों ावलों ‍
ेो‍भेजेगा।‍ 

 

4.27 लोेपाल‍ेो‍अभ्ों ावाेन‍पर‍ननणवों ‍ेरने‍हेत‍ुास्तावजे , पसु्ते , सचूना,  ेे ा‍और‍वववरण, जो‍
अपेक्षक्षत‍हो, ेो‍प्रस्ततु‍ेरने‍ेे‍भलोें ‍अनजु्ञम्ततिारी‍ों ा‍अनजु्ञम्ततिारी‍ेे‍केसी‍भी‍अधिेारी, 
प्रनतननधि‍ ों ा‍  ज े‍ से‍ अपेक्षा‍ ेर‍ सेता‍ है‍ और‍ अनजु्ञम्ततिारी‍ लोेपाल‍ ेी‍ ऐसी‍
आवश्‍ों ेताओ ‍ेी‍ववधिवत‍पालन‍ेरेगा। 

 

4.28 लोेपाल‍पक्षेार ‍ेो‍सनु‍सेता‍है‍और‍पक्षेार ‍ेो‍ें ाें ल ‍ें  ‍प्रस्तनुतों ााँ‍ेे‍भलखित‍बों ान‍
प्रस्ततु‍ेरने‍ेा‍ननाेश‍ाे‍सेता‍है। 

 

4.29 भशेाों तेताव, ववतरण‍ अनजु्ञम्ततिारी‍ ों ा‍ ेोई‍ अन्ों ‍ व्ों म्तत‍ जो‍ लोेपाल‍ ेे‍सें क्ष‍ केसी‍
ेाों ववाही‍ेा‍पक्षेार‍है, ों ा‍तो‍व्ों म्ततश:‍उपम्स्थत‍हो‍सेता‍है‍ों ा‍अधिवतता‍सदहत‍केसी‍
भी‍व्ों म्तत‍ेो‍लोेपाल‍ेे‍सें क्ष‍अपना‍ें ाें ला‍प्रस्ततु‍ेरने‍ों ा‍सभी‍ों ा‍केसी‍भी‍ेाों व‍
ेो‍ेरने‍ेे‍उाेश्‍ों ‍ेे‍भल ‍अधिेृत‍ेर‍सेता‍है। 

4.30 जहा ‍ भशेाों तेताव‍ ों ा‍ अनजु्ञम्ततिारी‍ ों ा‍ उनेा‍ प्रनतननधि‍ ाो‍ (2) से‍ अधिे‍ अवसर ‍ पर‍
सनुवाई‍ेे‍भलोें ‍ननों त‍ेी‍गई‍तारीि‍पर‍लोेपाल‍ेे‍सें क्ष‍उपम्स्थत‍होने‍ें  ‍ववफल‍रहता‍
है, लोेपाल‍अभ्ों ावेान‍पर‍ ेपक्षीों ‍ननणवों ‍ेर‍सेता‍हैं। 

 

4.31 ेोई‍ भी‍ स्थगन‍ लोेपाल‍ द्वारा‍ तब‍ ते‍ प्राान‍ नही ‍ केों ा‍ जाोें गा‍ जब‍ ते‍ के‍ पों ावतत‍
ेारण‍ नही ‍ दािाों ा‍ गों ा‍ है‍ और‍ स्थगन‍ अनाुान‍ ेे‍ ेारण ‍ ेो‍ भलखित‍ रूप‍ ें  ‍ लोेपाल‍
द्वारा‍ाजव‍केों ा‍गों ा‍है।‍ 
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4.32 जहााँ‍अभ्ों ावेान‍ेी‍प्राम्तत‍ेी‍तारीि‍से‍30‍दान ‍ेी‍अवधि‍ों ा‍इस‍तरह‍ेी‍ ववस्ताररत‍
अवधि‍ म्जसे‍ लोेपाल‍ ननदावष्े‍ सें ि‍ सें ों ‍ सीें ा‍ ेो‍ ाेित‍े हुोें ‍ उधचत‍ सें झ,े ेे‍ भीतर‍
सें झौत‍े द्वारा‍ अभ्ों ावेान‍ ेा‍ ननपेान‍ नही ‍ केों ा‍ जाता‍ है‍ तो‍ लोेपाल‍ ें ाें ल ‍ ेी‍‍‍
सनुवाई‍ेे‍तरीेे, स्थान, नतधथ‍और‍सें ों ‍ेा‍जो‍लोेपाल‍उधचत‍सें झ , ननिावरण‍ेर‍सेता‍
है। 

 

 आदेश्‍जारी्‍करना 
 

4.33 लोेपाल‍पक्षेार ‍ेी‍प्रस्तनुतों  ‍पर‍उन्ह ‍सनुवाई‍ेा‍अवसर‍प्राान‍ेरने‍ेे‍पश्चात‍ें ाें ल ‍
पर‍ ननणवों ‍ ेरेगा।‍ लोेपाल‍ ववस्ततृ‍ त वे ‍ ेे‍ साथ‍ आख्ों ापे‍ आाेश‍ पाररत‍ ेरेगा।‍ आाेश‍
ेरत‍ेसें ों , लोेपाल‍पक्षेार ‍द्वारा‍प्रस्ततु‍साक्ष्ों , स ब धित‍ेाननू ‍ेे‍अिीन‍जारी‍ ननों ें  ‍
और‍ववननों ें  ‍सदहत‍लाग‍ूेाननू ‍ेे‍भसद्धान्त, आों ोग‍द्वारा‍सें ों -सें ों ‍पर‍जारी‍के ‍ग ‍
साें ान्ों ‍प्रेृनत‍ेे‍दाशा-ननाेश, ननाेश‍और‍अनाेुश, वववेेपणूव‍उद्ों ोग‍प्रथाओ ‍और‍ऐस‍ेअन्ों ‍
ेारे‍जो‍इसेी‍राों ‍ें  ‍न्ों ाों ‍ेे‍दहत‍ें  ‍आवश्‍ों े‍हैं, द्वारा‍ें ागवाशवत‍होगा। 

 

4.34  लोेपाल‍ों थासमभव‍शीघ्र‍लेकेन‍केसी‍भी‍ाशा‍ें  , अभ्ों ावेान‍ेी‍प्राम्तत‍ेी‍तारीि‍से‍45‍
दान ‍ेे‍भीतर‍आाेश‍पाररत‍ेरेगा।‍जहााँ‍उपों ुवतत‍अवधि‍ेे‍भीतर‍अभ्ों ावेान‍ेे‍ननपेान‍
ें  ‍ाेरी‍होती‍है, तो‍लोेपाल‍ऐसे‍ववलमब‍ेे‍ेारण ‍ेो‍ररेॉ व‍ेरेगा। 

 

4.35 लोेपाल‍द्वारा‍पाररत‍आाेश‍ननमन‍ेो‍ननदावष्े‍ेरेगा:- 
 

(े)‍ इसेे‍सें क्ष‍ेी‍‍गई‍ेाों ववाही‍से‍उत्पन्न‍ें दु्द;े 

 

(ि)‍ ें दु्देवार‍ननणवों ; 

 

(ग)‍ आाेश‍पाररत‍ेरने‍ेे‍भलोें ‍ेारण; 

(घ)‍ ववतरण‍अनजु्ञम्ततिारी‍ों ा‍भशेाों तेताव‍ेो‍दाशा-ननाेश, ों दा‍ेोई‍हो, ों ा‍ेोई‍अन्ों ‍
आाेश‍जो‍ें ाें ल ‍ेे‍तथ्ों  ‍और‍पररम्स्थनतों  ‍ें  ‍उपोुं तत‍ें ाना‍जाोें । 

 

4.36 लोेपाल‍ेे‍पास‍केसी‍भी‍पक्षेार‍पर‍लागत‍लगाने‍ेी‍शम्तत‍होगी, म्जस‍ेवह‍उसेे‍सें क्ष‍
ेी‍पररम्स्थनतों  ‍ें  ‍उधचत‍सें झ । 

 

4.37 आाेश‍ेी‍प्रनत‍भशेाों तेताव‍और‍स ब धित‍अनजु्ञम्ततिारी‍ेो‍भेजी‍जाोें गी‍और‍उस‍ेआों ोग‍
ेी‍वेबसाइे‍पर‍भी‍प्राभशवत‍केों ा‍जाोें गा। 



भाग‍7                                   राजस्‍थान‍राज-पत्र,‍अप्रेल‍8,‍2021‍      ‍‍‍‍‍‍‍‍     685      

 

4.38 अनजु्ञम्ततिारी‍आाेश‍जारी‍होने‍ेे‍30‍दान ‍ेे‍भीतर‍ों ा‍आाेश‍ें  ‍उम्ल्लखित‍सें ों ‍अवधि‍
ेे‍भीतर‍लोेपाल‍ेे‍ननणवों ‍ेा‍ववधिवत‍पालन‍ेरेगा‍और‍उस‍ेलाग‍ूेरेगा। 

 

4.39 लोेपाल‍ेे‍आाेश ‍ेा‍पालन‍न‍ेरने‍ेो‍इन‍ ववननों ें  ‍ेा‍उल्ल घन‍ें ाना‍जाोें गा‍और‍
अधिननों ें ‍ेी‍िारा‍149‍ेे‍साथ‍पदित‍िारा‍142‍और‍146‍ेे‍तहत‍्आों ोग‍द्वारा‍उधचत‍
ेाों ववाही‍ेे‍भलोें ‍ााों ी‍होगा। 

 

4.40 लोेपाल‍ ेे‍ आाेश‍ अ नतें ‍ और‍ पक्षेार ‍ पर‍ बाध्ों ेारी‍ ह गे।‍ आाेश‍ ेे‍ ववरूद्ध‍ ेोई‍ भी‍
पक्षेार‍ आों ोग‍ ेे‍ सें क्ष‍ अपील‍ ााों र‍ नही ‍ ेर‍ सेता‍ है।‍ तथावप, न्ों ानों े‍ ननेाों  ‍ ेे‍
सें क्ष‍अपील‍ााों र‍ेरने‍ेे‍भलोें ‍भशेाों तेताव‍ओर‍अनजु्ञम्ततिारी‍ेे‍अधिेार‍रक्षक्षत‍रहेग ।‍
जब‍ते‍ववशषे‍रूप‍से‍इस‍तरह‍ेे‍स्थगन‍ेी‍अनेुं नत‍नही ‍ाी‍जाती‍है, अपील‍ााों र‍केों ा‍
जाना‍लोेपाल‍ेे‍आाेश‍पर‍स्थगन‍ेे‍सें ान‍नही ‍होगा। 

 

4.41 लोेपाल‍ द्वारा‍ पाररत‍ केसी‍ भी‍ आाेश‍ ेी‍ अनजु्ञम्ततिारी‍ द्वारा‍ पालना/ेाों ावन्वों न‍ नही ‍
ेरने‍ेी‍म्स्थनत‍ें  ,उपभोतता‍आाेश‍ेे‍पाररत‍होने‍ेे‍30‍दान ‍ेे‍भीतर‍ों ा‍लोेपाल‍द्वारा‍
आाेश‍ेे‍ेाों ावन्वों न‍ेे‍भलोें ‍दाोें ‍गोें ‍सें ों ‍ेी‍सें ाम्तत‍पर, जो‍भी‍बाा‍ें  ‍हो, आाेश‍ेे‍
प्रवतवन‍ेे‍भलोें ‍आों ोग‍ेो‍प्रस्ताव‍प्रस्‍ततु‍ेर‍सेता‍है।‍आों ोग, जो‍वह‍आाेश‍ेे‍प्रवतवन‍
ेे‍भलोें ‍उधचत‍सें झ,े ेोई‍भी‍आाेश‍(अधिननों ें ‍ेे‍अिीन‍और‍इन‍ववननों ें  ‍ेे‍अिीन‍
ों था‍प्रावधित‍अनजु्ञम्ततिाररों  ‍पर‍आधथवे -ा्‍ ‍और‍शाम्स्तों ा ‍अधिरोवपत‍ेरत‍े हुोें ‍आाेश‍
सदहत)‍जारी‍ेर‍सेता‍है‍ों ा‍ेोई‍अन्ों ‍ेाें ‍उिा‍सेता‍है। 

 

4.42 लोेपाल‍ ऐसे‍ ेारे ‍ द्वारा‍ ें ागवाभशवत‍ होगा‍ जो‍ न्ों ाों ‍ ेे‍ दहत‍ ें  ‍ लोेपाल‍ ेी‍ राों ‍ ें  ‍
आवश्‍ों े‍हैं‍और‍अपनी‍शम्ततों  ‍ेा‍प्रों ोग‍ेरत‍ेहुोें ‍और‍प्राेृनते‍न्ों ाों ‍ेे‍भसद्धान्त ‍ेे‍
अनपुालन‍ें  ‍अपने‍ेाों ों‍ेा‍ननववहन‍ेरत‍ेहुोें ‍पाराभशवता‍सनुनम्श्चत‍ेरेगाः 

 

 बशतें‍के‍लोेपाल‍सें ों -सें ों ‍पर‍ों था‍प्रवतृ‍भसववल‍प्रकिों ा‍स दहता, 1908 (1908‍ेा‍5) ों ा‍
भारतीों ‍साक्ष्ों ‍अधिननों ें , 1872 (1872‍ेा‍1) से‍बाध्‍ों ‍नही ‍होगा। 

 

 ररपोर्टिंग्‍आिश््‍यकताय ं

 

4.43 लोेपाल‍ आों ोग‍ और‍ रा‍ों ‍ सरेार‍ ेो‍ इस‍ अवधि‍ ेे‍ ाौरान‍ ााों र‍ केों ‍े गोें ‍ सभी‍
अभ्ों ावेान ‍ेी‍नतें ाही‍ररपो वे‍प्रस्ततु‍ेरेगा।‍ररपो वे‍उस‍अवधि‍ेे‍सें ातत‍होने‍से‍45‍दान ‍
ेे‍भीतर‍प्रस्ततु‍ेी‍जानी‍चादहोें , म्जस‍अवधि‍से‍वह‍स ब धित‍है। 
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4.44 ररपो वे‍ें  ‍ों ह‍भी‍शाभें ल‍होगाः 
 

(े)‍ ेाों वाक्षता‍ेे‍ें ाने ‍ेे‍अनपुालन‍पर‍लोेपाल‍ेी‍राों , ववशषे‍रूप‍से‍अनजु्ञम्ततिारी‍
द्वारा‍आ तररे‍भशेाों त‍ननवारण‍त त्र‍ेी‍ेाों वाक्षता 

(ि)‍ लोेपाल‍द्वारा‍आाेश‍(आाेश )‍ें  ‍अनजु्ञम्ततिारी‍और/ों ा‍उपभोतता‍ेो‍जारी‍ केोें ‍
गोें ‍प्रें िु‍ननाेश 

(ग)‍ अनजु्ञम्ततिारी‍और/ों ा‍उपभोतता‍द्वारा‍इसेे‍आाेश‍(आाेश )‍ेा‍अनपुालन। 
 

4.45 लोेपाल‍ इन‍ ववननों ें  ‍ ेे‍ अनलुग्ने‍ –IV‍ ेे‍ अनसुार‍ आों ोग‍ ेो‍  े‍ त्रेैं ाभसे‍ ररपो वे‍
प्रस्ततु‍ेरेगा। 

 

4.46 लोेपाल‍आों ोग‍ेो‍ववतीों ‍वषव‍ेे‍ाौरान‍लोेपाल‍ेे‍ेाों ावलों ‍ेी‍गनतववधिों  ‍ेी‍साें ान्ों ‍
सें ीक्षा‍वाली‍वावषवे ‍ररपो वे‍भी‍प्रस्ततु‍ेरेगा।‍ररपो वे‍ेो‍ववतीों ‍वषव‍ेे‍सें ातत‍होने‍से‍45‍
दान ‍ेे‍भीतर‍प्रस्ततु‍केों ा‍जाना‍चादहोें , म्जसस‍ेों ह‍स ब धित‍है। 

 

4.47 आों ोग‍द्वारा‍ि्‍ ‍3.30, 3.32‍और‍3.33‍ेे‍अनसुार‍प्रातत‍ररपोेों‍ेो‍आों ोग‍ेी‍वेबसाइे‍
पर‍प्राभशवत‍केों ा‍जाोें गा।‍आों ोग‍सें ों -सें ों ‍पर‍लोेपाल‍ेी‍ेाों वाक्षता‍ेी‍सें ीक्षा‍भी‍
ेर‍सेता‍है। 

 

 ररकॉर्ष्‍का्‍ननरीक्षण्‍और्‍प्रमाणणत्‍प्रनतयों्‍का्‍प्रदाय 

 

4.48 भशेाों तेताव‍और‍अनजु्ञम्ततिारी, अभ्ों ावेान‍ेे‍स ब ि‍ें  ‍लोेपाल‍द्वारा‍दाोें ‍गोें ‍आाेश, 

ननणवों , ननाेश‍और‍उसेे‍सें थवन‍ेे‍ेारण ‍ेी‍प्रें ाखणत‍प्रनतों ा ‍प्रातत‍ेरने‍ेे‍हेाार‍ह गे। 

 

4.49 जैसा‍ लोेपाल‍ ननाेश‍ ेरे, उधचत‍ लागत‍ ेे‍ भगुतान‍ और‍ अन्ों ‍ शतों‍ ेे‍ अनपुालन‍ ेे‍
अध्ों िीन‍ ेोई‍ भी‍ व्ों म्तत/उपभोतता‍ लोेपाल‍ ेे‍ आाेश ‍ ेी‍ प्रनतभलवप‍ ेे‍ भलोें ‍ हेाार‍‍
होगा। 

 

 िेबसाइट्‍पर्‍जानकारी 
 

4.50 लोेपाल‍ ेे‍ बारे‍ ें  ‍ सचूना‍ और‍ अन्ों ‍ वववरण ‍ जैस‍े के‍ अगली‍ सनुवाई‍ ेी‍ तारीि, 

उपभोतताओ /‍भशेाों तेतावओ ‍ेे‍भलोें ‍लोेपाल‍द्वारा‍पाररत‍आाेश‍(आाेश )‍ेी‍जानेारी‍
आों ोग‍ेी‍वेबसाइे‍पर‍उपलब्ि‍होगी।‍लोेपाल‍ऐसी‍सभी‍सचूनाओ ‍ेो‍सें ों -सें ों ‍पर‍
अद्ों तन‍ेरता‍रहेगा। 
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 जानकारी्‍मांगने्‍की्‍शक्क्त 

 

4.51 अपने‍ ेतवव्‍ों  ‍ ेो‍ परूा‍ ेरने‍ ेे‍ उाेश्‍ों  ‍ ेे‍ भलोें ‍ लोेपाल‍ केसी‍ भी‍ पक्षेार‍ से‍ ेोई‍ भी‍
जानेारी‍ों ा‍अभ्ों ावेान‍ेी‍ववषों -वस्त‍ुसे‍स ब धित‍केसी‍भी‍ास्तावेज‍ेी‍प्रें ाखणत‍प्रनतों ा , 
जो‍ऐसे‍पक्षेार‍ेे‍ज्ञान‍ों ा‍ेब्जे‍ें  ‍है‍ों ा‍अभभेधथत‍है, इस‍तरह‍ेे‍अनरुोि‍ेे‍15‍दान ‍
ेे‍भीतर‍प्रस्ततु‍ेरने‍ेी‍अपेक्षा‍ेर‍सेता‍है। 

 

 बशतें‍ के‍ केसी‍ पों ावतत‍ ेारण‍ ेे‍ बबना‍ अपेक्षा‍ ेा‍ पालन‍ ेरने‍ ें  ‍ अनजु्ञम्ततिारी‍ ेी‍
ववफलता‍ेी‍म्स्थनत‍ें  , लोेपाल, ों दा‍वह‍उधचत‍सें झता‍है, तो‍उपलब्ि‍ररेॉ व‍ेे‍आिार‍
पर‍ें ाें ल ‍ेो‍ननपेाने‍ेे‍भलोें ‍ेाों ववाही‍ेर‍सेता‍है। 

 

4.52 लोेपाल‍अभ्ों ावेान‍ेे‍शीघ्र‍ननपेान‍और‍भशेाों त‍ेे‍ननवारण‍ेे‍भलोें ‍जो‍भी‍अपेक्षक्षत‍हो‍
अनजु्ञम्ततिारी‍ेो‍ननरीक्षण‍ेरने‍ेे‍भलोें ‍भी‍ननाेश‍ाे‍सेता‍है‍ों ा‍इस‍तरह‍ेे‍ननरीक्षण‍
ेो‍ेरने‍ेे‍भलोें ‍तीसरे‍पक्ष‍ेो‍ननों तुत‍ेर‍सेता‍है। 

 

अध्याय्‍5 

 

5.  उपभोक्ता्‍पक्षकारी्‍प्रकोष्ठ 

 

5.1  भशेाों तेतावओ ‍ ेो‍ उनेे‍ ें ाें ल ‍ ेा‍ प्रनतननधित्व‍ ेरने‍ ेे‍ भलोें ‍ अपेक्षक्षत‍ ेाननूी‍ सलाह, 

स बल‍और‍सहाों ता‍प्राान‍ेरने‍ेे‍भलोें ‍आों ोग‍द्वारा‍ े‍उपभोतता‍पक्षेारी‍प्रेोष्ि‍ेा‍
गिन‍केों ा‍जाोें गा।‍आों ोग‍अधिवतताओ ‍ेे‍साथ-साथ‍उपभोतता‍ें ाें ल ‍ेे‍क्षेत्र‍ें  ‍ेाें ‍
ेरने‍ वाले‍  नजीओ‍ ेी‍ भी‍ सहाों ता‍ ले‍ सेता‍ है।‍ इस‍ उाेश्‍ों ‍ ेे‍ भलोें ‍ आों ोग‍ उनेा‍
पाररश्रभें े‍ननिावररत‍ेर‍सेता‍है। 

5.2 इस‍तरह‍ेे‍प्रेोष्‍ि‍ेो‍आों ोग‍द्वारा‍ववत‍पोवषत‍केों ा‍जाोें गा। 

 

5.3 प्रेोष्ि‍नीचे‍ों था‍ववननदावष्े‍अनतररतत‍ेाों व‍भी‍ेर‍सेता‍है: 
 

(े)‍ ववननों ें  ‍ें  ‍केों ‍ेजाने‍वाल‍ेसिुार ‍पर‍आों ोग‍ेो‍सलाह‍ाेने‍ेे‍भलोें ‍फोरें ‍और‍
लोेपाल‍द्वारा‍प्रस्ततु‍भशेाों त ‍अभ्ों ावेान‍और‍ररपोेों‍ेी‍अिव-वावषवे ‍सें ीक्षा। 

(ि)‍ अधिननों ें ‍ ेी‍ िारा‍ 57‍ ेे‍ अन्तगवत‍ ननदावष्े‍ ेाों वाक्षता‍ ेे‍ ें ाने ‍ पर‍ प्रातत‍
ेाों वाक्षता‍ेे‍स्तर ‍ेे‍स ब ि‍ें  ‍अनजु्ञम्ततिारी‍द्वारा‍प्रस्ततु‍ररपोेों‍ेा‍ववश्‍लषेण। 
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(ग)‍ उपभोतता‍सें हू ‍ेी‍क्षें ता‍ ननें ावण‍ेो‍सगुें ‍बनाना‍और‍ननों ाें े‍प्रकिों ाओ ‍ेी‍

प्रभावेाररता‍बढ़ान‍ेेे‍भलोें ‍उनेा‍प्रभावी‍प्रनतननधित्व‍सनुनम्श्चत‍ेरना। 
 

(घ)‍ पक्षेारी प्रेोष्ि, सरुक्षा‍और‍ऊजाव‍स रक्षण‍सदहत‍ववभभन्न‍उपभोतता‍ें दु्द ‍पर‍अपने‍
अधिेार ‍ेे‍बारे‍ें  ‍जागरूेता‍पाैा‍ेरने‍और‍उपभोतता‍ेो‍भशक्षक्षत‍ेरने‍ेे‍भलोें ‍
सभेें नार, सें हू‍चचाव, समें लेन, ेाों वशाला, ेॉे‍शो‍और‍जन‍जागरूगता‍अभभों ान‍ेा‍
आों ोजन‍ेर‍सेता‍है।‍ों ह‍प्रेोष्ि‍अनजु्ञम्ततिारी‍ेो‍अपने‍अधिेाररों  ‍ेो‍इसेे‍
द्वारा‍आों ोम्जत‍ऐसे‍ेाों विें ‍ें  ‍भेजने‍हेत‍ुननाेश‍ाेने‍ेे‍भलोें ‍अधिेृत‍होगा। 

 

5.4 आों ोग‍उपभोतता‍पक्षेारी‍प्रेोष्ि‍ेे‍स चालन‍ेे‍भलोें ‍दाशा‍ननाेश‍जारी‍ेरेगा। 
 

अध्याय-6 

विविि 

 

6.  ननरसन्‍एि्ं‍पररहार‍ 

 

6.1  ननमनभलखित‍ववद्ों ें ान‍ननों ें ‍ त्ावारा‍ननरभसत‍केों ‍ेगोें ‍हैः- 
 

(े)‍ राववववआ/सधचव/ववननों ें ‍ 73‍ दाना े‍ 01.03.2008‍ द्वारा‍ जारी‍ राजस्थान‍ ववद्ों तु‍
ववननों ाें े‍ आों ोग‍ (भशेाों त ‍ ेे‍ ननवारण‍ ेे‍ भलोें ‍ ें ागवाषवे ‍ भसद्धान्त)‍ ववननों ें , 

2008 

 

(ि)‍ राववववआ/सधचव/ववननों ें ‍ 80‍ दाना े‍ 23.03.2010‍ द्वारा‍ जारी‍ राजस्थान‍ ववद्ों तु‍
ववननों ाें े‍आों ोग‍(वववाा ‍ेा‍ववद्ों तु‍लोेपाल‍द्वारा‍ननपेारा), ववननों ें , 2010‍
और‍ववननों ें ‍स .‍91‍दाना े ‍22.03.2012‍ व ‍ववननों ें ‍स .‍133‍दाना े‍22.01.2020‍
द्वारा‍इसेे‍अनवुती‍स शोिन ‍ेे‍साथ। 

 

(ग)‍ इस‍ तरह‍ ेे‍ ननरसन‍ ेे‍ होने‍ पर‍ भी, राजस्थान‍ ववद्ों तु‍ ववननों ाें े‍ आों ोग‍
(उपभोतता‍ भशेाों त‍ ननवारण‍ फोरें , ववद्ों तु‍ लोेपाल‍ और‍ उपभोतता‍ पक्षेारी)‍
ववननों ें , 2021‍ेे‍लाग‍ूहोने‍से‍पहल‍ेिें श:‍ल बबत‍भशेाों त ‍और‍अभ्ों ावाेन‍  ेा‍
ननवारण‍ों ा‍ननपेान‍पहल‍ेेे‍ववननों ें  ‍ेे‍प्राविान ‍द्वारा‍शाभसत‍होना‍जारी‍रहेगा। 

 

 सशंोिन्‍करने्‍की्‍शक्क्त 
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6.2  ववद्ों तु‍अधिननों ें , 2003‍ेे‍प्राविन‍ेे‍अिीन‍आों ोग‍इन‍ननों ें  ‍ेे‍केसी‍भी‍प्राविान‍ेो‍
जोड़, रूपान्तररत, ववलोप‍ों ा‍स शोधित‍ेर‍सेता‍है। 

 

 कर्ठनाइयों्‍को्‍दरू्‍करने्‍की्‍शक्क्तया ँ
 

6.3  ों दा‍इन‍ववननों ें  ‍ें  ‍से‍केसी‍भी‍प्राविान‍ेो‍प्रभावी‍ेरने‍ें  ‍ेोई‍ेदिनाई‍उत्पन्न‍होती‍
है, तो‍आों ोग‍ेदिनाई‍ेो‍ारू‍ेरने‍ेे‍भलोें ‍इस‍तरह‍ेे‍प्राविान ‍ेो, जो‍आवश्‍ों े‍‍प्रतीत‍
हो‍और‍इस‍अधिननों ें ‍ेे‍प्राविान ‍ेे‍साथ‍अस गत‍नही , बना‍सेता‍है। 

 

 

 आयोग्‍की्‍ननर्हत्‍शक्क्तया ं
 

6.4  इन‍ववननों ें  ‍ेे‍ेुि‍भी‍आों ोग‍ेी‍ऐसे‍आाेश‍ेरने‍ेी‍जो‍न्ों ाों ‍ेे‍उाेश्‍ों  ‍ेे‍भलोें ‍ों ा‍
आों ोग‍ेी‍प्रकिों ा‍ेे‍ारुूपों ोग‍ेो‍रोेने‍ेे‍भलोें ‍आवश्‍ों े‍ह , ननदहत‍शम्ततों  ‍ेो‍प्रभाववत‍
ेरने, सीभें त‍ेरने‍ों ा‍अन्ों था‍ेे‍भलोें ‍नही ‍सें झा‍जाोें गा। 

 

आों ोग‍ेी‍आज्ञा‍से 

 
 

सधचव 

 

ें लू‍अ िेजी‍भाषा‍ेें ‍ववननों ें ‍व‍उसेे‍दहन्ाी‍रूपान्तरण‍ें  ‍अगर‍अन्तर‍होता‍है, तो‍अ िेजी‍
भाषा‍ेा‍अभभप्राों ‍ही‍ें ान्ों ‍होगा। 

 

अनलुग्ने-। 

 

 

शशकायत्‍के्‍ननिारण्‍के्‍शलये्‍फोरम्‍को्‍आिेदन 

 

दाना े:‍.................................. 
 

सेवाें  , 
.................... 

.................... 

.................... 
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1.  भशेाों तेताव‍ेा‍नाें :‍........................................................................ 
 

2.  भशेाों तेताव‍ेा‍परूा‍पता:‍.......................................................................... 
  

 वपन‍ेो :‍............................................. 
  

 फोन‍नमबर/ें ोबाइल‍नमबर:‍...................................................... 
  

 ई-ें ेल‍आई ी:‍......................................................... 
 

3.  ेनेत‍शन‍ेी‍प्रेृनत‍और‍उपभोतता‍स ख्ों ा‍(ेनेत‍शन‍ेे‍भलोें ‍आवाेन‍ेरने‍ेे‍ें ाें ल ‍ें  , 
आवेान‍स ख्ों ा‍ाेव )‍.......................................................................... 

 

4.  ववतरण‍अनजु्ञम्ततिारी:‍.......................................................... 
 

5.  उप-ि्‍ /ि्‍ /वतृ‍ ेा‍ नाें ‍ (आईजीआर‍ प्रेोष्‍ि)‍ और‍ तारीि‍ म्जस‍ पर‍ अनजु्ञम्ततिारी‍ ेो‍
भशेाों त‍ााों र‍ेराों ी‍गों ी‍है:‍............................................................................(आाेश‍
ेी‍प्रनत‍स लग्न‍ेर , ों दा‍ेोई‍हो) 

 

6.  जोनल‍ फोरें ‍ ेा‍ नाें ‍ जहा ‍ भशेाों त‍ ााों र‍ ेराों ी‍ गों ी‍ (ेॉपपोररेे‍ स्तर‍ सीजीआर फ‍ ेो‍
अपील‍ेे‍ें ाें ल ‍ें  ):‍.........................................................................................‍(आाेश‍
ेी‍प्रनत‍स लग्न‍ेर , ों दा‍ेोई‍हो) 

 

 

7.  भशेाों त‍ेी‍शे्रणी‍(स ब धित‍बॉतस/बतस ‍पर‍देे‍ेर ): 
  गलत‍बबभल ग 

 

  बेाों ा‍ेी‍वसलूी 
 

  ाोषपणूव‍ें ीेर 

 

  जला‍हुआ‍ें ीेर 

 

  आपनूतव‍ें  ‍व्ों विान 

 

  आपनूतव‍ें  ‍लों बद्धता 
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  आपनूतव‍वोल्ेेज‍स ब धित 

 

  सवववस‍ें  ‍ेें ी 
 

  नों ा‍ेनेत‍शन‍प्राान‍ेरने‍ें  ‍ाेरी 
 

  पनुःेनेत‍शन 
 

  समबद्ध‍भार‍ें  ‍पररवतवन‍ 
 

  ेनेत‍शन‍ेा‍स्थानान्तरण 
 

  अन्ों ‍(ेृपों ा‍ननदावष्े‍ेर ) 
 

8.  ेें वचारी/ेें वचाररों  ‍ ेा‍ नाें ‍ (ेें वचारी‍ आई ी‍ ों ा‍ ववभाग‍ ननदावष्े‍ ेर )‍ ों ा‍ ववभाग‍ म्जनेे‍
ववरूद्ध‍भशेाों त‍ााों र‍ेी‍गों ी‍है‍(ों दा‍ेोई‍हो): 

 ..............................................................................................................................................................................

................................. 

 

9.  भशेाों तेताव‍ेा‍वववरण, तथ्ों ‍म्जनेे‍ेारण‍भशेाों त‍ेी‍जा‍रही‍है‍(ों दा‍पों ावतत‍स्थान‍
नही ‍है‍तो‍ेृपों ा‍अलग‍शीे‍स लग्न‍ेर ): 

 ..............................................................................................................................................................................

................................. 

 

10.  फोरें ‍से‍ें ा गी‍गई‍राहत‍ेी‍प्रेृनत 

 ..............................................................................................................................................................................

................................. 

 

11.  स लग्न‍ास्तावेज ‍ेी‍सचूी‍(ेृपों ा‍केसी‍भी‍प्रास धगे‍ास्तावेज‍ेी‍प्रनतभलवप‍स लग्न‍ेर ‍जो‍
भशेाों त‍ेो‍पाैा‍ेरने‍वाल‍ेतथ्ों  ‍ेा‍सें थवन‍ेरत‍ेहैं) 

 ..............................................................................................................................................................................

................................. 

 

12.  घोषणा 
 

े)‍ ें ैं/हें , भशेाों तेताव‍घोषणा‍ेरता‍हूाँ/ेरत‍ेहैं‍के: 
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i)‍ इसें  ‍ऊपर‍ाी‍गई‍जानेारी‍सत्ों ‍और‍सही‍है; तथा 
 

ii)‍ ें ैंने/हें ने‍ऊपर‍वखणवत‍ेधथत‍ेथन ‍और‍इसेे‍साथ‍प्रस्ततु‍ास्तावेज ‍ें  ‍
केसी‍भी‍तथ्ों ‍ेो‍न‍तो‍िुपाों ा‍है‍न‍ही‍गलत‍ढ ग‍से‍प्रस्ततु‍केों ा‍है।‍ 

 

ि)‍ ें ेरी/हें ारी‍सवपोरतें ‍जानेारी‍ेे‍अनसुार‍ें ेरे‍द्वारा/ों ा‍हें ‍ें  ‍से‍केसी‍ेे‍द्वारा‍ों ा‍
ववषों -वस्त‍ुसे‍स ब धित‍केसी‍भी‍पक्ष‍द्वारा‍वतवें ान‍भशेाों त‍ेी‍ववषों -वस्त‍ुेभी‍
भी‍फोरें ‍ेो‍प्रस्ततु‍नही ‍ेी‍गों ी‍है। 

 

ग)‍ ें ेरी/हें ारी‍ भशेाों त‍ ेी‍ ववषों -वस्त‍ु ेो‍ केसी‍ भी‍ वपिली‍ ेाों ववाही‍ ें  ‍ फोरें ‍ ेे‍
ें ाध्ों ें ‍से‍सलुझाों ा‍नही ‍गों ा‍है। 

 

घ)‍ ें ेरी/हें ारी‍ भशेाों त‍ ेी‍ ववषों -वस्त‍ु ेो‍ केसी‍ भी‍ सक्षें ‍ प्राधिेारी/‍ न्ों ाों ालों /‍
ें ध्ों स्थ‍द्वारा‍ननणीत‍नही ‍केों ा‍गों ा‍है, और‍इस‍तरह‍ेे‍केसी‍भी‍प्राधिेारी/‍
अाालत/ें ध्ों स्थ‍ेे‍सें क्ष‍ल बबत‍नही ‍है। 

 

भवाीों  

(हस्ताक्षर) 
(ब्‍लॉे‍लेे सव‍ें  ‍भशेाों तेताव‍ेा‍नाें ) 

 

नाें ेरण-(ों दा‍भशेाों तेताव‍अपने‍प्रनतननधि‍ेो‍फोरें ‍ेे‍सें क्ष‍अपनी‍ओर‍से‍उपम्स्थत‍होने‍और‍
ननवेान‍ेरने‍ेे‍भलोें ‍नाभें त‍ेरना‍चाहता‍है, तो‍ननमनभलखित‍घोषणा‍प्रस्ततु‍ेी‍जानी‍
चादहोें ।) 

 

 

 ें ैं/हें ‍उपों ुवतत‍नाभें त‍उपभोतता‍ त्ाद्वारा‍श्री/श्रीें ती‍...........................................म्जसेा‍
पता‍ ....................................................................................‍ है‍ ेो‍ ेाों ववाही‍ ें  ‍ ों था‍
ें ेरा/हें ारा‍प्रनतननधि‍नाभें त‍ेरता‍हूाँ/ेरत‍ेहैं, और‍पमु्ष्े‍ेरता‍हूाँ/ेरत‍ेहैं‍के‍उसेे‍द्वारा‍
केों ‍े गोें ‍ ेोई‍ भी‍ बों ान, स्वीेृनत‍ ों ा‍ अस्वीेृनत‍ ें ेरे/हें ारे‍ भलोें ‍ बाध्ों ेारी‍ होगी।‍ उसने‍
ें ेरी/हें ारी‍उपम्स्थनत‍ें  ‍नीचे‍हस्ताक्षर‍केों े‍हैं। 

 

स्वीेार‍केों ा 
(प्रनतननधि‍ेे‍हस्ताक्षर) 

(भशेाों तेताव‍ेे‍हस्ताक्षर) 
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अनलुग्नक-II 

फोरम्‍द्िारा्‍त्रमैाशसक्‍ररपोटष्‍प्रसततु्‍करने्‍के्‍शलये्‍प्रपत्र 

फोरें ‍ेा‍नाें ..........................................‍: 
नतें ाही ................................‍:‍.......... ववतीों ‍वषव..............................................: 
प्रपत्र-I 
 

 

ि‍.
स . 

ें ाना्‍  

ववद्ों तु‍
आपनूत व‍

ेी‍
बहाली‍
ेरने‍

ें  ‍
ववलमब 

ववद्ों तु‍
आपनूत व‍

ेी‍
गणुवता 

ें ीेर‍ेी‍
सें स्ों ाों   

बबभल  ग‍
ेी‍

सें स्ों ाों   

सेवा‍
ेी‍

गणुवता 

अन्ों 
  

 

ों ोग 

1 गत‍नतें ाही‍ेी‍
सें ाम्तत‍पर‍लम्मबत‍
भशेाों त  
  
  
  

       

2 नतें ाही‍ेे‍ाौरान‍प्रातत‍
भशेाों त  

       

3 ेुल‍भशेाों त ‍(1+2)
  

       

4 नतें ाही‍ेे‍ाौरान‍
ननवारण‍ेी‍गों ी‍
भशेाों त   

       

5 शषे‍भशेाों त ‍म्जन‍पर‍
ध्ों ान‍ाेना‍है‍ )3-4(
  

       

6 नतें ाही‍ेे‍
ाौरान‍म्जन‍

30‍ दान‍
ेे‍
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भशेाों त ‍
ेा‍
सफलतापवूवे ‍
ननवारण‍
केों ा‍गों ा 

भीतर 
30‍ दान‍

ेे‍
पश्चात,, 

स क्षक्षतत‍
ें  ‍
ेारण‍
भी‍ाेव  
ों ोग 

7  ननवारण‍ेी‍
प्रकिों ान्तगवत‍भशेाों त  

       

8 30‍ दान ‍स‍ेअधिे‍ेी‍
लम्मबत‍भशेाों त , 
स क्षक्षतत‍ें  ‍ेारण‍भी‍
ाेव  

       

9 अनजु्ञम्ततिारी‍ेे‍पक्ष‍
ें  ‍ननवारण‍केों े‍गोें ‍
ें ाें ल ‍ेी‍स ख्ों ा 

       

10 उपभोतताओ ‍ेे‍पक्ष‍ें  ‍
ननवारण‍केोें ‍गोें ‍
ें ाें ल ‍ेी‍स ख्ों ा 

       

11  अन्ों ‍  
       

12 नतें ाही‍ें  ‍बिैे ‍ेी‍
स ख्ों ा  

       

13 अध्ों क्ष‍ेी‍उपम्स्थनत‍
ें  ‍बिैे ‍ेी‍स ख्ों ा 

       

14 ववत‍सास्ों ‍ेी‍
उपम्स्थनत‍ें  ‍बिैे ‍ेी‍
स ख्ों ा 

       

15 स्वत त्र‍सास्ों ‍ेी‍
उपम्स्थनत‍ें  ‍बिैे ‍ेी‍
स ख्ों ा 
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प्रपत्र-II 
उपभोतताओ ‍ेे‍पक्ष‍ें  ‍जारी‍केोें ‍गोें ‍सीजीआर फ‍ेे‍आाेश‍ेे‍ेाों ावन्वों न‍ेी‍म्स्थनत‍(चाल‍ू
नतें ाही‍ेे‍ाौरान) 
 

ि.स . 
ें ाें ल ‍

ेी‍
स ख्ों ा 

आवेाे‍
ेा‍नाें  

स क्षेप‍ें  ‍
ें ाें ल ‍ेी‍
ववषों -वस्तु 

सीजी
आर 

फ‍
ननणवों ‍
स ‍.
 व ‍

दाना 
े 

स क्षेप‍ें  ‍
सीजीआ
र फ‍ेा‍
आाेश 

ेाों ावन्वों न‍
ेे‍भलोें ‍

आाेश‍ें  ‍
ाी‍गों ी‍

सें ों ावधि 

तों ा‍
उपभोतता‍

ने‍
लोेपाल‍

ेो‍
ननवेान‍
केों ा? 

हााँ/नही   

सीजीआर फ‍
आाेश/ेाों ावन्वों 
न‍ेी‍म्स्थनत‍
(ों दा‍आाेश‍
ेाों ावम्न्वत‍हो‍
गों ा‍है‍तो‍
अनुपालन‍ेी‍
तारीि‍ाेव ) 

 

         

         

         

         

         

         

 

 

 

 

 

 

प्रपत्र-II 
उपभोतताओ ‍ेे‍पक्ष‍ें  ‍जारी‍केोें ‍गोें ‍सीजीआर फ‍ेे‍आाेश‍ेे‍ेाों ावन्वों न‍ेी‍म्स्थनत‍‍(गत‍
नतें ाहीओ ‍ेे‍ाौरान) 
 

ि.स . 
ें ाें ल ‍

ेी‍
स ख्ों ा 

आवेाे‍
ेा‍नाें  

स क्षेप‍ें  ‍
ें ाें ल ‍ेी‍
ववषों -वस्तु 

सीजीआर
 फ‍

ननणवों ‍
स ‍. व ‍
दाना े 

स क्षेप‍ें  ‍
सीजीआर
 फ‍ेा‍
आाेश 

ेाों ावन्वों 
न‍ेे‍
भलोें ‍

आाेश‍ें  ‍
ाी‍गों ी‍
सें ों ाव

धि 

तों ा‍
उपभोतता‍

ने‍
लोेपाल‍

ेो‍
ननवेान‍
केों ा? 

हााँ/नही   

सीजीआर फ‍
आाेश/ेाों ावन्व
ों न‍ेी‍म्स्थनत‍
(ों दा‍आाेश‍
ेाों ावम्न्वत‍हो‍
गों ा‍है‍तो‍
अनुपालन‍ेी‍
तारीि‍ाेव ) 
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अनलुग्ने-III 
 

भशेाों त‍ेे‍ननवारण‍ेे‍भलोें ‍ववद्ों तु‍लोेपाल‍ेो‍आवेान 

 

दाना े‍........................................... 
सेवा‍ें  , 
 

ववद्ों तु‍लोेपाल 

 

(परूा‍पता‍ननदावष्े‍ेर ) 
 

वप्रों ‍ें होाों /ें होाों ा 
 

ववषों ‍:-‍(उस‍फोरें ‍ेे‍आाेश‍ेा‍उल्लेि‍ेर ‍म्जसेे‍ववरूद्ध‍ववद्ों तु‍लोेपाल‍ेो‍अभ्ों ावेान‍केों ा‍
जा‍रहा‍है) 
 

भशेाों त‍ेे‍वववरण‍ननमनानसुार‍है: 
 

1.‍भशेाों तेताव‍ेा‍नाें ........................................................................‍: 
 

2. भशेाों तेताव‍ेा‍परूा‍पता ...............‍:...........................................................  

  

 वपन‍ेो .............................................‍: 
  

 फोन‍नमबर/ें ोबाइल‍नमबर......................................................‍: 
  

 ई-ें ेल‍आई ी .........................................‍:................  

 

3. ेनेत‍शन‍ेी‍प्रेृनत‍और‍उपभोतता‍स ख्ों ा‍(ेनेत‍शन‍ेे‍भलोें ‍आवेान‍ेरने‍ेे‍ें ाें ल ‍ें  , 
आवेान‍स ख्ों ा‍ाेव )‍............................................................. 
 

4. ववतरण‍अनजु्ञम्ततिारी ............................................‍:..............  

 

5. फोरें ‍ेा‍नाें ‍और‍पता ............................................‍:................................................  
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6. भशेाों ेतेताव‍ द्वारा‍ फोरें ‍ ें  ‍ भशेाों त‍ प्रस्ततु‍ ेरने‍ ेी‍ तारीि‍ (ेृपों ा‍ भशेाों तेताव‍
द्वारा‍भशेाों त‍ेी‍ े‍प्रनत‍स लग्न‍ेर ): 
 

..............................................................................................................................................
‍.............................................. 
 

7. अभ्ों ावेान‍ेा‍वववरण, तथ्ों ‍म्जनेे‍ेारण‍अभ्ों ावेान‍केों ा‍जा‍रहा‍है‍(ों दा‍पों ावतत‍स्थान‍
नही ‍हैं‍तो‍ेृपों ा‍अलग‍शीे‍स लग्न‍ेर ): 
 

 
..............................................................................................................................................

..............................................................................................................................................
..............................................................................................................................................

..................................................................................................................................  

 

8. तों ा‍ उपभोतता‍ ेो‍ फोरें ‍ ेा‍ अ नतें ‍ ननणवों ‍ प्रातत‍ हो‍ गों ा‍ है‍ (ों दा‍ हााँ, तो‍ ेृपों ा‍ इसेे‍
अ नतें ‍ननणवों ‍ेो‍व्ों तत‍ेरत‍ेहुोें ‍फोरें ‍ेे‍आाेश‍ेी‍प्रनत‍स लग्न‍ेर ): 

..............................................................................................................................................
..............................................................................................................................................

..............................................................................................................................................
.........................................................................................................................................  

 

9. ववद्ों तु‍लोेपाल‍से‍ें ा गी‍गई‍राहत‍ेी‍प्रेृनत: 
 

..............................................................................................................................................
..............................................................................................................................................

.................................................................................................... 
 

10. स लग्न‍ास्तावेज ‍ेी‍सचूी‍(ेृपों ा‍सभी‍प्रास धगे‍ास्तावेज ‍ेी‍तीन‍प्रनतों ा ‍स लग्न‍ेर ‍जो‍
भशेाों त‍ेो‍पाैा‍ेरने‍वाले‍तथ्ों  ‍ेा‍सें थवन‍ेरत‍ेहैं) 
 

..............................................................................................................................................
..............................................................................................................................................
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..............................................................................................................................................

..........................................................................................................................................  

11. घोषणा 
 

े)‍ें ैं/हें , भशेाों तेताव‍घोषणा‍ेरता‍हूाँ/ेरत‍ेहैं‍के: 
 

i)‍इसें  ‍ऊपर‍ाी‍गई‍जानेारी‍सत्ों ‍और‍सही‍है; तथा 
 

ii) ें ैंने/हें ने‍ऊपर‍वखणवत‍ेधथत‍ेथन ‍और‍इसेे‍साथ‍प्रस्ततु‍ास्तावेज ‍ें  ‍
केसी‍भी‍तथ्ों ‍ेो‍न‍तो‍िुपाों ा‍है‍न‍ही‍गलत‍ढ ग‍से‍प्रस्ततु‍केों ा‍है।‍ 

 

ि) ें ेरी/हें ारी‍सवेतें ‍जानेारी‍ेे‍अनसुार‍ेें रे‍द्वारा/ों ा‍हें ‍ें  ‍से‍केसी‍ेे‍द्वारा‍ों ा‍
ववषों -वस्त‍ुसे‍स ब धित‍केसी‍भी‍पक्ष‍द्वारा‍वतवें ान‍भशेाों त‍ेी‍ववषों -वस्त‍ुेभी‍
भी‍फोरें ‍ेो‍प्रस्ततु‍नही ‍ेी‍गों ी‍है।‍ 

 

ग) ें ेरी/हें ारी‍ भशेाों त‍ ेी‍ ववषों -वस्त‍ु ेो‍ केसी‍ भी‍ वपिली‍ ेाों ववाही‍ ें  ‍ फोरें ‍ ेे‍
ें ाध्ों ें ‍से‍सलुझाों ा‍नही ‍गों ा‍है। 

 

घ) ें ेरी/हें ारी‍ भशेाों त‍ ेी‍ ववषों -वस्त‍ु ेो‍ केसी‍ भी‍ सक्षें ‍
प्राधिेारी/न्ों ाों ालों /ें ध्ों स्थ‍ द्वारा‍ ननणीत‍ नही ‍ केों ा‍ गों ा‍ है, और‍ इस‍ तरह‍ ेे‍
केसी‍भी‍प्राधिेारी/अाालत/ें ध्ों स्थ‍ेे‍सें क्ष‍ल बबत‍नही ‍है। 

 

भवाीों  

(हस्ताक्षर) 
(ब्लॉे‍लेे सव‍ें  ‍भशेाों तेताव‍ेा‍नाें ) 

 

नाें ेरण‍-‍(ों दा‍भशेाों तेताव‍अपने‍प्रनतननधि‍ेो‍फोरें ‍ेे‍सें क्ष‍अपनी‍ओर‍स‍ेउपम्स्थत‍होने‍
और‍ ननवेान‍ ेरने‍ ेे‍ भलोें ‍ नाभें त‍ ेरना‍ चाहता‍ है, तो‍ ननमनभलखित‍ घोषणा‍ प्रस्ततु‍ ेी‍ जानी‍
चादहोें ।) 
 

 ें ैं/हें ‍उपों ुवतत‍नाभें त‍उपभोतता‍ त्ाद्वारा‍श्री/श्रीें ती‍ ........................................... म्जसेा‍
पता‍ ‍ .............................................................है‍ ेो‍ ेाों ववाही‍ ें  ‍ ों था‍ ें ेरा/हें ारा‍ प्रनतननधि‍
नाभें त‍ ेरता‍ हूाँ/ेरत‍े हैं, और‍ पमु्ष्े‍ ेरता‍ हूाँ/ेरत‍े हैं‍ के‍ उसेे‍ द्वारा‍ केों ‍े गोें ‍ ेोई‍ भी‍ बों ान, 

स्वीेृनत‍ों ा‍अस्वीेृनत‍ेें रे/हें ारे‍भलोें ‍बाध्ों ेारी‍होगी।‍उसने‍ें ेरी/हें ारी‍उपम्स्थनत‍ें  ‍नीचे‍हस्ताक्षर‍
केों े‍हैं। 
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स्वीेार‍केों ा 
(प्रनतननधि‍ेे‍हस्ताक्षर) 

(भशेाों तेताव‍ेे‍हस्ताक्षर) 
 

अनलुग्ने-IV 

ववद्ों तु‍लोेपाल‍द्वारा‍त्रेैं ाभसे‍ररपो वे‍प्रस्ततु‍ेरने‍ेे‍भलोें ‍प्रपत्र 

 

ि.
स . 

सीजीआर
 फ  

अभ्ों ावेान अभ्ों ावेान ‍ेा‍ननस्तारण‍
केों ा 

नतें ा
ही‍ेे‍
अन्त‍
पर‍

लम्मब
त

  

नतें ाही‍
ें  ‍

अभ्ों ावे
ान ‍ेा‍
ननस्तार
ण‍केों ा 

45‍ दान ‍
ेे‍पश्चात‍्
अभ्ों ावेा
न ‍ेा‍

ननस्तारण‍
केों ा, 

स क्षेप‍ें  ‍
ेारण‍
दाम्जोें  

नतें ा
ही‍ें  ‍
बैिे ‍

ेी‍
स ख्ों ा 

  नतें ाही‍
ेे‍शुरू‍

ें  ‍
लम्मबत 

नतें ा
ही‍ेे‍
ाौरान‍
प्रातत 

ों ोग अपीला
थी‍ेे‍
पक्ष‍ें   

अनुज्ञ
म्ततिारी‍
ेे‍पक्ष‍

ें   

अ
न्ों ‍
  

ों ो
ग 

    

             

             

             

             

             

 

RAJASTHAN ELECTRICITY REGULATORY COMMISSION 

 NOTIFICATION 

Jaipur, 05.04.2021 

 No. RERC/Secy/Reg.  143  In exercise of the powers conferred on it by sub-sections (r) and 

(s) of Section 181 read with sub-sections (5) to (7) of section 42 of the Electricity Act, 2003 

(36 of 2003) and all other powers enabling it in this behalf, the Rajasthan Electricity 

Regulatory Commission, after previous publication, hereby makes the following Regulations 

related to Consumer Grievance Redressal Forum, Electricity Ombudsman and Consumer 

Advocacy. 

Chapter-1 

Preliminary 
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SHORT  TITLE,  COMMENCEMENT AND DEFINITIONS   

Short Title and Commencement  

1.1 These Regulations may be called the Rajasthan Electricity Regulatory Commission 

(Consumer Grievance Redressal Forum, Electricity Ombudsman and Consumer 

Advocacy) Regulations, 2021.   

1.2 These Regulations shall be applicable to all distribution licensees in the "State of 

Rajasthan" in their respective licensee areas including franchisee areas. 

 

1.3 These Regulations shall come into force from the date of their notification in the 

Official Gazette.  

 

1.4 These Regulations shall be construed harmoniously with the standards of 

performance Regulations  of the distribution licensees and the Electricity Supply 

Code Regulations specified by the Commission under section 57 and section 50 of 

the Electricity Act, 2003. In case of any inconsistency with these Regulations, the 

standards of performance Regulations of the distribution licensees and the Electricity 

Supply Code Regulations shall prevail.    

 

1.5 In these regulations, unless the context otherwise requires,  

a) 'Act' means the Electricity Act, 2003 (36 of 2003) and its amendments;   

 

b) 'Area of supply' means the area within which a distribution licensee (including 

franchisee area) is authorized by his/her/their licence to supply electricity;  
 

c) 'Chairperson' and 'Member' means the Chairperson and Member of the Forum;  

 

d) 'Commission' means the Rajasthan Electricity Regulatory Commission;  

 

e) 'Complainant' means-  

(i) any Consumer or Consumers including their legal heirs or successors, 

having a Complaint against a Licensee and lodging the same either directly or 

through their representatives; or (ii) any voluntary consumer association or 

associations, registered under the law for the time being in force and making 

the Complaints in the larger interest of the Consumers; or (iii) any 

Consumer(s)/voluntary consumer association(s) where the Licensee does not 

register or fails to register the Complaint of such Consumer(s)/voluntary 

consumer association(s); or (iv) any person whose electricity connection is 

disconnected; or (v) an applicant for a new connection for the supply of 

electricity. 

 

f) “Complaint” means any complaint made by a Complainant, either in writing 

including e-mail, online, or verbally over phone if such numbers are specified 

by a Licensee for lodging complaints, or by visiting personally to such offices 
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of the Licensee which are designated by the Licensee for registering the 

complaints with the Licensee, which may, without limitation, include 

complaints relating to:  

  

i. any fault, imperfection, shortcoming or inadequacy in the quality, nature and 

manner of performance which has been undertaken to be performed by the 

Licensee in pursuance of a licence and/or any contract or agreement or 

under the Electricity Supply Code Regulations or in relation to Standards of 

Performance of Distribution Licensees Regulations, as specified by the 

Commission;   

 

ii. any unfair trade practice or restrictive trade practice which has been adopted 

by the Licensee in providing Electricity Service; or  

 

iii. Electricity Services which are being offered for use to the public in 

contravention of the provisions of any applicable law including safety code, 

rules and regulations, as prescribed by the competent authorities under the 

relevant laws or established through prudent industry practices, and as a 

result whereof the life and safety of the human beings, livestock or property 

is put at risk and endangered.   

 

g) Consumer’ means for the purpose of these Regulations shall be a consumer as 

defined under sub-section (15) of Section 2 of the Act and shall also include a 

person applying for new connection. 

 

h) 'Electricity Ombudsman' means an authority to be appointed or designated by 

the Commission, under subsection (6) of Section 42 of the Act and these 

Regulations.  

 

i) ‘Electricity Service’ includes supply, billing, metering and maintenance of 

electrical energy to the Consumer and all attendant sub-services and also any 

other service which a Licensee is required to provide pursuant to his licence or 

under any applicable law. 

 

j) 'Forum' means 'Forum for Redressal of Grievances of Consumers' to be 

constituted by the distribution licensee in terms of sub-section (5) of  Section 

42 of the Act and these Regulations.   

 

k)  ‘Grievance’ shall mean a grievance of the Consumer arising out of the failure 

of the Licensee to register or redress a Complaint, and shall include any dispute 

between the Consumer and the Licensee with regard to any Complaint or with 

regard to any action taken by the Licensee in relation to or pursuant to a 

Complaint. 
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l) “Internal Grievance Redressal Cell” or “IGR Cell” means such first authority to 

be contacted by the consumer for redressal of his/her Grievance as notified by 

the Distribution Licensee at the Sub-divisional, Divisional , Circle or District 

level as the case may be.   

 

m) 'Licensee' means a distribution licensee, as defined under the Act. 

 

n) ‘Prosumer’ means a person who consumes electricity from the grid and can also 

inject electricity into the grid for distribution licensee, using same point of 

supply. 

 

o) ‘Representation’ means the representation made to the Ombudsman by the 

complainant or on behalf of such a complainant who is aggrieved by the 

outcome of the Forum’s proceedings in respect of his/her grievance  (including 

not issuing the order within the specified time limit, dissatisfaction with the 

order issued, partial or full dismissal of the grievance). 

 

p) ‘Zonal headquarter’ means headquarter of Zonal Chief Engineer of the 

administrative zone of the licensee having jurisdiction over the Superintendent 

Engineers of O&M circles as included in a particular zone by the licensee. 

 

1.6 Words and expressions used and not specifically defined in these Regulations but 

defined in the Electricity Act, 2003 shall have the meaning assigned to them in the 

Act. The other words and expressions used herein but not defined in these Regulations 

or in the Act but defined under any law passed by the Parliament applicable to 

electricity industry in the State, Supply Code and Standards of Performance 

Regulations shall have the meaning assigned to them in such law. 

 

Chapter-2 

INTERNAL GRIEVANCE REDRESSAL CELL 

 

2.1 The Distribution Licensee shall have an Internal Grievance Redressal (IGR) Cell to 

record and redress Grievances in a timely manner. The IGR Cell of the Distribution 

Licensee shall have office(s) at Sub-division, Divisional and Circle (District) level 

for ensuring the timely redressal of consumers’ grievances in accordance with the 

guidelines contained in these Regulations. 

 

2.2 The Distribution Licensee shall ensure that franchisee in their area should also have 

such IGR Cell. 

 

2.3 IGR Cell shall issue speaking order and ensure that the grievances is redressed, 

within a maximum period of 30 days of filing of the grievance,  keeping in view the 

provisions of applicable Regulations only. 
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2.4 The jurisdiction of the IGR Cell will be :  

  (1) Grievances of Non-monetary/general nature such as relating to quality 

of supply, defects in service & Standard of Performance by the licensee: 

(a) Divisional level - Grievance of LT supply consumers of the Division 

(b) Circle (District) level- Grievance of HT /EHT supply consumers of the Circle 

  (2) Grievance of Monetary nature relating to electricity bills, recovery of 

arrear, payment of demand raised by the licensee except the cases covered U/s 126 & 

135 of the Act: 

 (a)       Sub-divisional level  - Monetary limit of Rs. 20,000/- 

(b) Divisional level  - Monetary limit of Rs. 50,000/- 

(c)  Circle (District) level  - Monetary limit of Rs. 5,00,000/-  

2.5 A consumer with a Grievance may intimate the IGR Cell of such Grievance in the 

form and manner and within the time frame as stipulated by the Distribution Licensee 

in its procedures for redressal of Grievances. 

 

Provided that where such Grievance cannot be made in writing, the IGR Cell shall 

render all reasonable assistance to the person making the Grievance orally to reduce 

the same in writing. 

 

2.6 (a) The office of the IGR Cell shall issue acknowledgement of the receipt of the 

Grievance to the consumer within 24 hrs from the date of receipt of a Grievance. 

Where the Grievance has been submitted in person, the acknowledgement shall be 

provided at the time of submission. 

 

Provided that where the Grievance is submitted by email to the IGR Cell 

acknowledgement of the receipt of the Grievance to the consumer shall be provided 

by return email as promptly as possible.  

 

Provided further that where the Grievance is submitted by email hard copies of the 

same shall not be required  to be submitted separately to the IGR Cell. 

 

Provided also that the IGR Cells shall keep such electronic records in hard form for 

ease of retrieval.  

 

(b) Notwithstanding sub-clause (a), the written acknowledgement of receipt of 

grievance provided by officials of the distribution licensee at the concerned office 

(who may or may  not be the part of the IGR Cell) shall be deemed to be the 

acknowledgement for the purposes of these Regulations. 

 

Reporting Requirements 
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2.7 Each IGR Cell shall submit a quarterly report on disposal of Complaints/Grievances 

to the Corporate Level CGRF. Corporate Level CGRF will have oversight on IGR 

Cell and shall monitor and review of the working of IGR Cell Regularly. 

 

2.8 Corporate level CGRF shall issue suitable guidelines within one month of coming 

into force of these Regulations for ensuring that grievances are redressed within the 

Regulatory framework and IGR Cell passes speaking orders. 

 

Provided that IGR cell shall be set up within three months of coming into force of 

these Regulations, till then existing mechanism of Redressal of grievance shall 

continue. 

 

Provided further that while issuing guidelines for the IGR cells it should be ensured 

that grievances of general nature and grievances such as factual errors,  bill 

correction, correction of arithmetical errors  and errors apparent on the record 

should be redressed promptly at the level of concerned officer only and should not 

be referred to IGR cell. 

 

2.9  The report should be submitted within 15 days of close of the quarter to which it 

relates and should be submitted in accordance with the format as specified by 

Corporate level CGRF. 

 

 

 

 

 

 

Chapter-3 

CONSUMER GRIEVANCE REDRESSAL FORUM 

  

3.1 Zonal Level Forum  

Number, Locations and Sittings of Zonal Level Forum 

 

3.1.1 There shall be  a  Zonal Level Forum at each zonal headquarter having jurisdiction 

on the licensee area of entire zone including the franchisee area.  

 

Provided that such Zonal level Forum shall be set up within three months of coming 

into force of these Regulations, till then existing mechanism of Redressal of 

grievance shall continue. 

 

Provided further that Commission shall be empowered to create one or more CGRF 

at appropriate level as per need, based upon nature and pendency of complaints at the 

zonal level.  
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3.1.2 The Forum shall have sittings at the zonal headquarters and/or at any other place in 

the licensee's area as may be decided by the Chairperson depending upon the number 

of grievances and area of operation subject to the condition that there shall be 

minimum one sitting every quarter at each of the divisional office in its jurisdiction. 

 

3.1.3 The Forum(s) shall function as per provisions of the Act, Rules and Regulations 

framed and directions issued by the Commission from time to time. Any undue 

hindrance in the independent functioning of the Forums can be reported to the 

Commission. 

 

Appointment of Members of Zonal Level Forum: 

3.1.4 Each Zonal Level Forum shall consist of 3 (three) members: (i) Chairperson, (ii) 

Finance Member and (iii) Independent Member. The Chairperson and the Finance 

Member shall be the employee of the licensee; the Independent Member shall be 

nominated by the Commission.  

 

3.1.5 The members to be appointed/nominated at Zonal Level Forum shall meet the 

following criteria: 

a) The Zonal Chief Engineer of the concerned zone shall be the ex-officio 

Chairperson. 

b) The Finance Member shall be appointed by the concerned licensee from 

amongst the serving officers of the company not below the rank of Sr. Accounts 

officer. 

c) The Independent Member shall be nominated by the Commission. The 

Independent Member shall be a person having graduate degree in any field/ 

discipline and shall be an active member for not less than five (5) years of a 

Registered Society or a Non Governmental Organisation or a 

Consumer/prosumer Organisation or any other association of person by 

whatever name called having one of its main objectives as consumer protection 

or a person voluntarily serving the cause of consumer protection for not less than 

ten (10) years shall be eligible for being considered by the Commission for such 

appointment. Persons possessing degree in law shall be preferred. The post of 

the Independent Member shall be advertised in the press and on the website of 

the Commission and selection shall be done after conducting personal 

interaction with the candidate. 

d) The Licensee shall ensure that none of the posts is kept vacant for more than 30 

days. 

e) By virtue of an appointment as a Member of the CGRF of a Distribution 

Licensee, the person shall not claim to be a permanent employee of that 

Distribution Licensee. 

 

3.1.6 In case of end of tenure of the Independent Member of any Forum, applications shall 

be invited at least three (3) months prior to the end of tenure: 
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Provided that in case of occurrence of any vacancy in the Forum for the post of the 

Independent Member of any Forum, by reason of death, resignation or removal, the 

applications shall be invited, within one (1) month from the date of occurrence of 

such vacancy. 

 

3.1.7 The Distribution Licensee shall appoint the Independent Member selected by the 

Commission with effect from the date as indicated by the Commission. 

 

Tenure, Remuneration and Other Expenses of members of Zonal Level Forum 

 

3.1.8 The Independent Member shall hold office for a term of two years from the date he 

enters upon his office: 

 

Provided that subject to fulfilment of the conditions of eligibility the Independent 

Member of the Forum shall be eligible for extension for a second term of one year 

after approval from the Commission: 

 

Provided further  that no independent Member shall hold office for more than three 

(3) years or after attaining the age of sixty-five (65) years, whichever is earlier. 

 

3.1.9 The Independent Member of the Forum shall be paid such consolidated fee per sitting 

and travelling allowances as may be laid down by the Commission from time to time. 

 

3.1.10 The terms and conditions of service of a member of the Forum who is in the 

employment of the Licensee shall be governed by the terms and conditions of his 

employment with such Licensee.  

 

3.1.11 A member of the Forum who is in the employment of the Distribution Licensee shall 

cease to be member of the Forum on his transfer / resignation / superannuation. 

 

3.1.12 The Independent Member of the Forum may tender his resignation, by giving not less 

than three (3) months notice in writing to the Appointing Authority. The Appointing 

Authority may relax the specified period of notice considering the request. 

 

3.1.13 No person shall be appointed and/or be entitled to continue as a Chairperson or 

Member, if he stands disqualified on account of his: 

a) having been adjudged insolvent; 

b) having been convicted of an offence which, in the opinion of the Licensee, 

involves moral turpitude; 

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

d) having acquired such financial or other interest as is likely to affect prejudicially 

his functioning as a member; 
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e) having so abused his position as to render his continuance in office prejudicial to 

public interest; or 

f) having been guilty of proved misbehaviour. 

g) Having become member of any political party 

Provided that no member shall be removed from his office on any ground as 

specified above, unless an independent enquiry is held as per procedure prescribed by 

the Commission and prior orders of removal are obtained from the Commission. 

 

Member Secretary, Staff and functioning of the Zonal Level Forum 

 

3.1.14 The licensee shall, with the approval of the Commission, specify the human resource 

and office space requirement. Necessary human resource and space shall be provided 

by the Licensee. 

 

3.1.15 The distribution licensee shall, at all times, provide human resource and office space 

required to the forum. Distribution Licensee shall also provide the required 

secretarial assistance by way of deputation of its staff to the forum. 

 

3.1.16 The finance  member shall act as the member secretary of the Forum. There shall be 

a separate  office of the forum. Member secretary and staff of the forum shall work 

on full time basis. 

 

3.1.17 The staff of the Forum shall: 

a) receive Grievances and Complaints;  

b) receive any other documents which may be required to be filed with the Forum;  

c) maintain record of proceedings;  

d) circulate matters to members of the Forum for directions and proper orders;  

e) do all other acts and deeds in compliance with orders issued by the Forum; and  

f) do all other acts and things required for the functioning and the proceedings of 

the Forum.  

g) The office of the Forum shall remain open on all working days and shall observe 

the working hours of the Licensee. 

 

3.1.18 The Chairperson of the Forum shall exercise general powers of superintendence and 

administrative control over his office including Members/Member Secretary/Staff 

and shall be responsible for the conduct of business of the office. 

 

3.2 Corporate Level Forum 

Number, Locations and Sittings of Corporate Level Forum 

 

3.2.1 There shall be a Corporate Level Forum at Corporate headquarter having jurisdiction 

on the entire licensee area including the franchisee area.  
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3.2.2 The Forum(s) shall function as per provisions of the Act, Rules and Regulations 

framed and directions issued by the Commission from time to time. Any undue 

hindrance in the independent functioning of the Forums can be reported to the 

Commission 

 

Appointment of Members: 

 

3.2.3 Corporate Level Forum shall consist of 3 (three) members: (i) Chairperson, (ii) 

Finance Member and (iii) Independent Member. The MD of respective DISCOM 

shall act as Chairperson and the Finance Member shall be appointed by the licensee; 

the Independent Member shall be nominated by the Commission.  

 

3.2.4 The members to be appointed/nominated at Corporate Level Forum shall meet the 

following criteria: 

a) The MD DISCOM of respective DISCOM shall act as ex-officio Chairperson of 

the Forum. 

b) The Finance Member shall be appointed by the concerned licensee from 

amongst the serving officers of the company not below the rank of Chief 

Account Officer and shall be posted at the Forum headquarter. The Licensee 

shall inform the appointment of the Finance Member to the Commission within 

a week of their appointment. 

c) The Independent Member shall be nominated by the Commission. The 

Independent Member shall be a retired judge not below the rank of ADJ. The 

post of the Independent Member shall be advertised in the press and the website 

of the Commission and selection shall be done after conducting personal 

interaction with the candidate. 

d) The Licensee shall ensure that none of the posts is kept vacant for more than 30 

days. 

e) By virtue of an appointment as a Member of the CGRF of a Distribution 

Licensee, any person shall not claim to be a permanent employee of that 

Distribution Licensee. 

 

3.2.5 In case of end of tenure of the Independent Member of any Forum, applications shall 

be invited at least three(3) months prior to the end of tenure: 

 

Provided that in case of occurrence of any vacancy in the Forum for the post of the 

Independent Member of any Forum, by reason of death, resignation or removal, the 

applications shall be invited, within one (1) month from the date of occurrence of 

such vacancy. 

 

3.2.6 The Distribution Licensee shall appoint the Independent Member selected by the 

Commission with effect from the date as indicated by the Commission. 
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Tenure, Remuneration and Other Expenses of corporate level forum 

 

3.2.7 The Independent Member shall hold office for a term of two years from the date he 

enters upon his office: 

 

Provided that subject to fulfilment of the conditions of eligibility the Independent 

Member of the Forum shall be eligible for extension for a second term of one year 

after approval from the Commission: 

 

Provided further  that no independent Member shall hold office for more than three 

(3) years or after attaining the age of sixty-five (65) years, whichever is earlier. 

 

3.2.8 The Independent Member of the Forum shall be paid such consolidated fee per sitting 

and travelling allowances as may be laid down by the Commission from time to time. 

 

3.2.9 The terms and conditions of service of a member of the Forum who is in the 

employment of the Licensee shall be governed by the terms and conditions of his 

employment with such Licensee.   

 

3.2.10 A member of the Forum who is in the employment of the Distribution Licensee shall 

cease to be member of the Forum on his transfer / resignation / superannuation. 

 

3.2.11 The Independent Member of the Forum may tender his resignation, by giving not less 

than three (3) months notice in writing to the Appointing Authority. The Appointing 

Authority may relax the specified period of notice considering the request. 

 

3.2.12 No person shall be appointed and/or be entitled to continue as a Chairperson or 

Member, if he stands disqualified on account of his: 

a) having been adjudged insolvent; 

b) having been convicted of an offence which, in the opinion of the Licensee, 

involves moral turpitude; 

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

d) having acquired such financial or other interest as is likely to affect prejudicially 

his functioning as a member; 

e) having so abused his position as to render his continuance in office prejudicial to 

public interest; or 

f) having been guilty of proved misbehaviour. 

g) Having become member of any political party 

Provided that no member shall be removed from his office on any ground as 

specified above, unless an independent enquiry is held as per procedure prescribed by 

the Commission and prior orders of removal are obtained from the Commission. 

 

Member Secretary, Staff and functioning of the Corporate Forum 
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3.2.13 The licensee shall, with the approval of the Commission, specify the human resource 

and office space requirement. Necessary human resource and space shall be provided 

by the Licensee. 

 

3.2.14 The distribution licensee shall, at all times, provide human resource and office space 

required to the forum. Distribution Licensee shall also provide the required 

secretarial assistance by way of deputation of its staff to the forum. 

 

3.2.15 The Superintending Engineer (Commercial) shall act as ex-officio secretary of the 

Forum and shall provide secretarial assistance to the forum.  

 

3.2.16 The staff of the Forum shall: 

a)  receive Grievances and Complaints;  

b) receive any other documents which may be required to be filed with the Forum;  

c) maintain record of proceedings;  

d) circulate matters to members of the Forum for directions and proper orders;  

e) do all other acts and deeds in compliance with orders issued by the Forum; and  

f) do all other acts and things required for the functioning and the proceedings of 

the Forum.  

g) The office of the Forum shall remain open on all working days and shall observe 

the working hours of the Licensee. 

 

3.2.17 The Chairperson of the Forum shall exercise general powers of superintendence and 

administrative control over his office including Members/Member Secretary/Staff 

and shall be responsible for the conduct of business of the office. 

 

 

Wide publicity of Forums and IGR Cells  

 

3.3 The name, address, e-mail and telephone numbers of the Zonal/ Corporate Forums 

and the IGR Cells shall be widely publicised through print and electronic media and 

at notice boards of all the offices of the Licensee and shall be intimated to the 

Consumers through their Electricity Bills. Every Licensee shall within three (3) 

months of coming into force of these regulations, provide, information about the 

Forum/ IGR Cells on its websites through which Consumers may retrieve 

information such as the contact details of the Forum/ IGR Cells, the orders and 

directions (if any) issued by the Forum/ IGR Cells and the date of the next hearing. 

 

3.4 The licensee shall also publish a manual for consumers indicating detailed procedure 

for handling consumer grievances  and make it available in all offices of the licensee 

as well as downloadable from its website. 
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3.5 The Licensee shall meet all the costs and expenses of the CGRFs including the cost 

of establishment and staff required to assist the Forum in the discharge of its 

functions under these Regulations. The Licensee shall keep a separate record for 

these costs. These costs shall be recovered by the Licensee through their Annual 

Revenue Requirement. 

 

Procedure for Grievance Redressal 

 

3.6 The jurisdiction of the Forums will be :  

 (1) Grievances of Non-monetary/general nature such as relating to quality of 

supply, defects in service & Standard of Performance by the licensee: 

(a) Zonal level -  Grievance of LT supply consumers and HT supply 

consumers. 

(b) Corporate level -  Grievance of EHT supply consumers 

 (2) Grievance of Monetary nature relating to electricity bills, recovery of arrear, 

payment of demand raised by the licensee except the cases covered U/s 126 & 135 of 

the Act: 

 (a)       Zonal level  - Monetary limit upto Rs. 5,00,000/- 

(b) Corporate level            - More than Rs. 5,00,000/-  

 

3.7 1)     A Complainant can approach the appropriate Forum in the following events:- 

 

a) If the Licensee/IGR Cell fails to register a Complaint; or 

b) If the Licensee fails to resolve a Complaint through their Internal Grievance 

Redressal Mechanism in accordance with the Standards of Performance specified 

by the Commission; or   

c) If the Consumer/Complainant is not satisfied with the Redressal of the Complaint 

(including dismissal) even after taking up the issue at the level of division 

head/circle head or appropriate IGR Cell.  

 

2) The Forums shall receive the Complaint/Grievance in writing including through 

registered post/email/online mode. The Complaint/Grievance may be submitted 

in the format given in Annexure-I. However, no Complaint/Grievance shall be 

rejected by the Forum merely on the ground that it is not in the prescribed format. 

 

3) Licensee shall provide a link on its web portal and Mobile App for registration of 

complaints in CGRF and institute an online tracking system of complaints. 

 

3.8 The Consumer may directly approach the Forum with a Complaint/Grievance at the 

office of the Forum, which the Forum may forward to the Licensee for the necessary 

action. In case of urgency of the issue involved, the Forum may initiate the procedure 

of redressing the Complaint/Grievance at its level. 
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3.9 The consumer aggrieved by the decision of the Zonal Level Forum or if the 

grievance not resolved in prescribed time may appeal at the Corporate level Forum 

before making a representation to the Electricity Ombudsman. 

 

3.10 On receipt of the grievance, the Member Secretary or any other person, as may be 

authorized by the Forum, shall make an endorsement on the grievance subscribing 

his dated initial and shall send an acknowledgement to the complainant immediately 

on receipt of the grievance. 

 

3.11 Grievances received shall be registered and serially numbered for each year, and 

shall be referred e.g. C.G. No. 1/2019, 2/2019,.., 1/2020, 2/2020,.. and so on. 

 

3.12 A copy of the grievance shall be forwarded within three (3) days of receipt, to the 

designated circle wise authorised officer of the licensee for redressal or to file its 

reply in writing. Such officer shall be designated by licensee within three (3) month 

of the issue of this regulation. 

 

3.13 The Distribution Licensee shall, within seven (7) days of intimation from the Forum 

or within such other time as may be directed, furnish its issue-wise comments on the 

grievance, to the Forum with a copy to the consumer and if there is any failure by the 

Distribution Licensee in providing such comments, the Forum may proceed on the 

basis of the material available on record. 

 

3.14 The Forum shall notify the Distribution Licensee and the complainant, the date of 

hearing of the grievance in writing, giving sufficient advance notice, of not less than 

five (5) days. Such information shall also be displayed on the website of the licensee. 

The Forum wise link should be available on the website of the licensee. 

 

3.15 A Complainant, Distribution Licensee or any other person who is a party to any 

proceedings before the Forum may either appear in person or authorise any person 

other than an Advocate (within the meaning of the Advocates Act, 1961) to present 

his case before the Forum and to do all or any of the acts for the purpose. 

 

3.16 Where any person who has been a party to the proceedings before the Forum fails to 

appear, on the date of hearing as may be fixed, on more than two consecutive 

occasions, in this behalf, the Forum may decide the grievance ex-parte: 

 

Provided that no adjournment shall ordinarily be granted by the Forum unless 

sufficient cause is shown and the reasons for the grant of adjournment have been 

recorded in writing by the Forum. 

 

3.17 The Forum may call any officer/any record or information of the Distribution 

Licensee or from the complainant for examination and disposal of the Grievance, and 

the parties shall be under obligation to provide such information, document or record 
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as the Forum may call for. The Forum may undertake site inspection or direct the 

licensee for the same if necessary in the interest of grievance redressal. 

 

Provided that if a party fails to furnish such information, document or record and the 

Forum is satisfied that the party in possession of the record is withholding it 

deliberately, it may draw an adverse inference. 

 

3.18 On receipt of the comments from the Distribution Licensee or otherwise and after 

conducting or having such inquiry or local inspection conducted as the Forum may 

consider necessary, and after affording reasonable opportunity of hearing to the 

parties, the Forum shall, pass appropriate orders for disposal of the grievance, within 

a period of 30 days and in any case not exceeding 45 days of filing of the grievance. 

 

3.19 The proceedings and decision(s) of the Forum shall be recorded and shall be 

supported by reasons. 

 

3.20 Forum shall issue speaking order and ensure that the grievances is redressed keeping 

in view the provisions of applicable Regulations only. 

 

3.21 The quorum for any sitting of the Forum shall be two (2). Each member shall have 

one vote. If the matter is heard by two members only i.e. Chairperson and 

Independent Member or Finance Member, then Chairperson shall have a casting vote 

in case of tie. Where the matter is heard by the Independent Member and Finance 

Member, the Independent Member shall have a casting vote in case of tie. 

 

3.22 A certified copy of the order of the Forum shall be delivered to the parties in writing 

within three (3) days from the date of order. Such order shall also be displayed on the 

website of the licensee. 

 

3.23 The forum may pass such interim orders, on the request of the consumer as the forum 

considers appropriate pending final decision on the Grievance. 

 

3.24 The Forum may settle any grievance in terms of an agreement reached between the 

parties at any stage of the proceedings before it. 

 

3.25 The Forum shall not be bound to follow the procedure prescribed in the Civil 

Procedure Code 1908 (Act 5 of 1908) and subject to these Regulations, the Forum 

may evolve procedure conforming to the principles of fair play and natural justice for 

efficient discharge of its functions. 

 

3.26 The order of the Forum shall invariably mention the contact details of the Electricity 

Ombudsman appointed or designated by the Commission and the period within 

which representation, if any, to be made to the Ombudsman under these Regulations. 
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3.27 The Licensee shall comply with the order of the Forum within a month . The 

designated officer concerned of the Licensee shall furnish a compliance report on the 

order of the Forum within 7 days from the date of compliance, to the Forum and to 

the Complainant. 

 

3.28 Non-compliance of the Forum Orders shall be considered as violation of these 

Regulations and shall be liable for appropriate action by the Commission under 

Sections 142 and 146 of the Act. 

 

3.29 The distribution licensee shall set up a mechanism for monitoring of the grievance 

Redressal. 

 

Reporting Requirements 

 

3.30 The Licensee shall submit a quarterly report of IGR Cells and Forums on disposal of 

Complaints/Grievances to the Commission and Ombudsman. The report should be 

submitted within 15 days of close of the quarter to which it relates. 

 

3.31 The quarterly report should be submitted in accordance with the format as specified 

in Annexure-II. 

 

3.32 The Licensee shall also furnish a yearly report containing a general review of 

activities of the IGR Cells and Forums during the financial year to the Commission 

and Ombudsman.  

 

3.33 The report should be submitted within 45 days of close of the financial year to which 

it relates.  Reports received by the Commission as above shall be placed on the 

Commission’s website. Commission may also review the performance of Grievance 

Redressal Forums from time to time. 

Representation before the Ombudsman 

 

3.34 A Complainant may prefer a representation before the Ombudsman appointed/ 

designated by the Commission under the following circumstances: 

a) If the Complainant is aggrieved by the non-redressal of the Grievance by the 

Corporate Level/Zonal level Forum within the period specified. Ombudsman can 

be approached any time after the expiry of the specified period. In such cases the 

proceeding pending with the Forum shall be shifted to the Ombudsman. 

b) If the Complainant is aggrieved with the order passed by the Forum. Such a 

representation may be made within a period of 30 days of the issue of order or 

expiry of the time limit specified for redressal of the grievance by the Forum.  

 

3.35 In case a settlement is reached as per sub-regulation 3.24 consumer shall have no 

right to make a representation before the ombudsman. 
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Chapter-4 

Electricity Ombudsman 

 

 Appointment of Ombudsman 

 

4.1 The Commission shall designate or appoint a person to be known as Ombudsman to 

carry out the functions entrusted to him by the Act and these Regulations. Based on 

the need the Commission may appoint more than one Ombudsman. 

 

4.2 The franchisee areas of the respective Discom shall also fall in his jurisdiction. 

 

4.3 The Commission shall invite applications through public advertisement for 

appointment of the Ombudsman. The Commission shall form a selection committee 

for selection of the Ombudsman. 

 

Provided that in case of superannuation or end of tenure of the Electricity 

Ombudsman, applications shall be invited at least six (6) months prior to the date of 

superannuation or the end of tenure, as the case may be: 

 

Provided further that in case of occurrence of vacancy for the post of Electricity 

Ombudsman, by reason of death, resignation or removal, the applications shall be 

invited, within one (1) month from the date of occurrence of such vacancy. 

 

4.4 The retired engineers of State Power distribution companies or RERC having retired 

not below the rank of Chief Engineer/ Director or a person retired not below the rank 

of District Judge shall be eligible for appointment as Ombudsman subject to the 

condition that the retired engineer who has not completed two (2) years of retirement 

shall not be eligible for appointment in the same distribution company.  

 

Term of Office and Condition of Service 

 

4.5 The Electricity Ombudsman shall hold office for a term of two(2) years from the date 

he enters upon his office subject to further extension of one (1) year. 

 

4.6 The Ombudsman shall not hold office after attaining the age of sixty-five (65) years. 

For appointment of Ombudsman minimum and maximum age limit would be 59 and 

62 years on the date of advertisement. 

 

4.7 The consolidated remuneration of the Ombudsman shall be such as may be laid down 

by the Commission from time to time through separate order. 

  

Provided that the consolidated remuneration of the Ombudsman shall not be varied to 

their disadvantage after appointment or extension. 
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4.8 The post of Ombudsman being a full time post, he shall devote his whole time to the 

affairs of the Office of the Ombudsman, and shall not hold any office of profit during 

his tenure. 

 

Disqualification and Removal of Ombudsman 

 

4.9 No person shall be appointed and/or be entitled to continue as an Ombudsman if he/ 

she stands disqualified on account of his/her 

a) Having been adjudged an insolvent;  

b) Having been convicted of an offence which, in the opinion of the Commission, 

involves moral turpitude;  

c) Having become physically or mentally incapable of acting as an Ombudsman;  

d) Having acquired such financial or other interest as is likely to affect prejudicially 

his/ her functions as an Ombudsman;  

e) Having so abused his/ her position as to render his/ her continuance in office 

prejudicial to public interest; or  

f) Having been guilty of proven misbehaviour  

g) Having become member of any political party. 

 

4.10 An existing Ombudsman shall be removed by the Commission from his office 

forthwith on account of any of the aforesaid disqualifications arising or being 

discovered.  Provided that the Ombudsman shall not be removed from his/ her office 

on any ground specified in the aforesaid sub-clauses unless the Commission has, on 

an inquiry, concluded that the person ought, on such ground or grounds, be removed. 

 

4.11 The Ombudsman may relinquish his/her office by giving prior notice in writing of 

not less than three (3) months to the Commission. Similarly, if the Ombudsman is 

removed by the Commission, the Commission shall give prior notice in writing of 

not less than three (3) months to the Ombudsman. 

 Office of the Ombudsman 

 

4.12 The office of the Ombudsman shall be at Jaipur. In case Commission appoints one 

Ombudsman for each Discom separately, the Ombudsman’s office/offices shall be 

located at the headquarter city of the respective Discom. However, the Ombudsman 

may hold hearings or proceedings at various places within his jurisdiction area in 

order to expedite disposal of the representations. 

 

4.13 The Commission shall provide the Ombudsman a secretariat. The staff strength of the 

said secretariat and terms and conditions of appointment of the staff shall be 

determined by the Commission from time to time. If need be, Ombudsman may take 

support services from Discom on secondment basis with the approval of Chairman, 

RERC. 

4.14 All the expenses of the Ombudsman’s office including that of the secretariat shall be 

borne by the Commission. 
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4.15 The name, location, email address and telephone numbers of the Ombudsmen shall 

be widely publicised through newspapers, and displayed on the websites and the 

offices of the Licensees and the Commission and shall be intimated to the Consumers 

through electricity bills. They may also be publicised through electronic media. 

 

Powers and Functions of the Ombudsman 

4.16 The Ombudsman shall have the following powers and duties: 

a) To receive Representations, consider such Representations and facilitate 

settlement by agreement, through conciliation and mediation between the 

Licensee and Complainant, and pass an order in accordance with these 

Regulations where such conciliation is not reached. 

b) The Ombudsman shall in the first instance act as a counsellor and mediator in 

matters which are the subject matter of the Representation. 

c) The Ombudsman shall exercise general powers of superintendence and control 

over its office and shall be responsible for the conduct of business thereat. 

d) Ombudsman may also entertain a representation after the expiry of the prescribed 

period of 30 days, if the Ombudsman is satisfied that there is sufficient cause for 

not filing it within that period. In such cases the Ombudsman shall record the 

reasons for entertaining the representations in its order. 

e) Upon request of the Complainant, the Ombudsman may issue such interim orders 

at any stage during the disposal of the representation as it may consider 

necessary. 

 

Provided that the Ombudsman shall have the powers to pass such an interim 

order in any proceeding, hearing or matter before it, as it may consider 

appropriate, if the Complainant satisfies the Ombudsman that prima facie the 

Distribution Licensee has threatened or is likely to remove or disconnect the 

electricity connection, and has or is likely to contravene any of the provisions of 

the Act or any rules and regulations made there under or any order of the 

Commission, provided that, the Ombudsman has jurisdiction on such matters.   

 

Provided further that, except where it appears that the object of passing the 

interim order would be defeated by delay, no such interim order shall be passed 

unless the opposite party has been given an opportunity of being heard. 

 

Procedure to be followed by the Ombudsman 

 

4.17 The Representation shall be in writing, duly signed by the Complainant or his 

authorized representative, including email mode, and shall contain the name and 

address of the Complainant, the facts giving rise to the Grievance supported by 

documents, if any, and may specify the relief sought from the Ombudsman. 
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4.18 The Representation may be submitted in the format given in Annexure-III. However, 

no Representation shall be rejected by the Ombudsman merely on the ground that it 

is not in the prescribed format. 

 

4.19 The Ombudsman shall acknowledge the receipt of the Representation in the 

following manner: 

 

a) Immediately on submission if the Representation is delivered personally; or 

b) By Post / email within two (2) working days of receipt of the Representation if 

the same is received through post / courier / email. 

The Ombudsman, while issuing acknowledgement, shall assign a unique case 

number and date to each Representation accepted by it. 

 

4.20 The Ombudsman shall maintain true and correct records of all Representations 

received from time to time. 

 

Promotion of Settlement by Conciliation 

 

4.21 As soon as it may be practicable to do so but not later than one week from the date of 

receipt of the representation, the Ombudsman shall serve a notice to the concerned 

officer of the Licensee named in the representation along with a copy of the 

representation and endeavour to promote a settlement of the representation by mutual 

agreement between the Complainant and the Licensee through conciliation or 

mediation. 

 

4.22 For the purpose of facilitating settlement of the representation, the Ombudsman may 

follow such procedures, as he may consider appropriate. 

 

4.23 When a representation is settled through mediation 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 Complainant and 

the Licensee. 

 

4.24 If the Complainant and the Licensee accept the recommendation of the Ombudsman, 

they will send a communication in writing within 15 days of the date of receipt of the 

recommendation. They will confirm their acceptance to the Ombudsman and state 

clearly that the settlement communicated is acceptable to them, in totality, in terms of 

the recommendations made by the Ombudsman, and are in full and final settlement 

of the representation. 

 

4.25 The Ombudsman shall make a record of such an agreement as his/her orders and 

thereafter close the case. Such a settlement shall have to be complied by the 

licensee/complainant within 15 days of the order of the Ombudsman. No 

appeal/review shall lie against such a settlement. 
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 Hearing of Representations 

 

4.26 After registering the representation, the Ombudsman, within seven (7) days of 

registration, shall call for records relating to the representation from the concerned 

Forum. The concerned Forum shall send the entire records within seven (7) days 

from the date of receipt of such notice, to the office of the Ombudsman. 

 

4.27 The Ombudsman may require the Licensee or any of the officials, representatives or 

agents of the Licensee to furnish documents, books, information, data and details as 

may be required to decide the representation and the Licensee shall duly comply with 

such requirements of the Ombudsman.  

 

4.28 The Ombudsman may hear the parties and may direct the parties to submit written 

statements of submissions in the matter.  

 

4.29 A Complainant, Distribution Licensee or any other person who is a party to any 

proceedings before the Ombudsman may either appear in person or authorise any 

person including an Advocate to present his/ her case before the Ombudsman and to 

do all or any of the acts for the purpose.  

 

4.30 Where the Complainant or the Licensee or their representative fails to appear before 

the Ombudsman on the date fixed for hearing on more than two (2) occasions, the 

Ombudsman may decide the representation ex-parte.  

 

4.31 No adjournment shall ordinarily be granted by the Ombudsman unless sufficient 

cause is shown and the reasons for grant of adjournment have been recorded in 

writing by the Ombudsman.  

 

4.32 Where the representation is not settled by agreement within a period of 30 days from 

the date of receipt of the representation or such extended period the Ombudsman may 

deem fit duly considering the overall time limit specified, the Ombudsman may 

determine the manner, the place, the date and the time of the hearing of the matter as 

the Ombudsman considers appropriate. 

 

 Issue of Order 

 

4.33 The Ombudsman shall decide the matter on the submissions of the parties, after 

providing them an opportunity of being heard. The Ombudsman shall pass a speaking 

order with detailed reasoning. While making an order, the Ombudsman shall be 

guided by the evidence adduced by the parties, the principles of applicable laws 

including Rules and Regulations issued under the relevant laws, guidelines, 

directions and instructions of a general nature, issued by the Commission from time 

to time, prudent industry practices and such other factors which in its opinion are 

necessary in the interest of justice. 
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4.34 The Ombudsman shall pass an order as early as possible but in any case, within 45 

days from the date of receipt of the Representation. Where there is delay in disposal 

of a Representation within the aforesaid period, the Ombudsman shall record the 

reasons for such delay. 

 

4.35 The order passed by the Ombudsman shall set out: 

a) issues arising from the proceedings before it; 

b) issue-wise decision; 

c) reasons for passing the order; 

d) directions, if any, to the Distribution Licensee or Complainant or any other order, 

deemed appropriate in the facts and circumstances of the case. 

 

4.36 The Ombudsman shall have the power to impose costs upon either of the parties, as it 

may deem appropriate in the circumstances before it. 

 

4.37 A copy of the order shall be sent to the Complainant and the Licensee concerned and 

shall also be displayed on the website of the Commission. 

 

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

within 30 days of issue of the Order or within time period as mentioned in the order. 

 

4.39 Non-compliance of the Ombudsman’s Orders shall be considered as violation of 

these Regulations and shall be liable for appropriate action by the Commission under 

Sections 142 and 146 read with Section 149 of the Act. 

 

4.40 The orders of the Ombudsman shall be final and binding on the parties. No party can 

file an appeal before the Commission against the order. However, the rights of 

Complainant and Licensee to file an appeal before the judicial bodies shall remain 

protected. The filing of an appeal shall not tantamount to stay on the order of the 

Ombudsman unless such stay is specifically granted. 
  

4.41 In the event of non-compliance / non-implementation of any order passed by the 

Ombudsman by licensee, the consumer may approach the Commission for the 

enforcement of the order within a period of 30 days of the passing of the order or 

from the expiry of the time granted for the implementation of the order by the 

Ombudsman, whichever is later. The Commission may issue any order (including an 

order imposing fines and penalties on the Licensees, as provided for under the Act 

and under these regulations) or take any other steps, as it deems appropriate for the 

enforcement of the order. 

 

4.42 The Ombudsman shall be guided by such factors which in the opinion of the 

Ombudsman are necessary in the interest of justice and shall ensure transparency 

while exercising its powers and discharging its functions in compliance with the 

principles of natural justice: 
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Provided that the Ombudsman shall not be bound by the Code of Civil Procedure, 

1908 (5 of 1908) or the Indian Evidence Act, 1872 (1 of 1872) as in force from time 

to time. 

 

Reporting Requirements 

 

4.43 The Ombudsman shall submit to the Commission and the State Government a 

quarterly report on all the Representations filed before it during the period. The 

report should be submitted within 45 days of close of the period to which it relates. 

 

4.44 The report shall also cover: 

a) opinion of the Ombudsman on compliance of Standards of Performance  

particularly the performance of the internal grievance redressal mechanism by the 

Licensee 

b) key directions issued by the Ombudsman to the Licensee and/or the Consumer in 

the order(s); 

c) compliance of its order(s) by the Licensee and/or the Consumer. 

 

4.45 The Ombudsman shall also furnish a quarterly report to the Commission as per 

Annexure-IV of these Regulations. 

 

4.46 The Ombudsman shall also furnish a yearly report containing a general review of 

activities of the Ombudsman’s office during the financial year to the Commission. 

The report should be submitted within 45 days of close of the financial year to which 

it relates. 

 

4.47 Reports received by the Commission as per Clause 3.30, 3.32 and 3.33 above shall be 

placed on the Commission’s website. Commission may also review the performance 

of the Ombudsman from time to time. 

 

Inspection of Records and Supply of Certified Copies 

 

4.48 The Complainant and the Licensee shall be entitled to obtain certified copies of the 

orders, decisions, directions and reasons in support thereof given by the Ombudsman 

in respect of the Representation. 

 

4.49 Any person/Consumer shall be entitled to a copy of the orders of the Ombudsman 

subject to the payment of reasonable cost and compliance with other terms, as the 

Ombudsman may direct. 

 

 Information on Website 

 

4.50 The information about the Ombudsman and other details such as the date of next 

hearings, the order(s) passed by the Ombudsman for the consumers/ complainants 
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etc. shall be available on the Commission’s website. The Ombudsman shall keep all 

such information updated from time to time. 

 

Power to Call for Information 

 

4.51 For the purpose of carrying out its duties, the Ombudsman may require either party to 

furnish any information or certified copies of any document relating to the subject 

matter of the Representation, which is or is alleged to be in the knowledge or 

possession of such party, within 15 days of such request: 

 

Provided that in the event of failure of a Licensee to comply with the requisition 

without any sufficient cause, the Ombudsman may, if he deems fit, proceed to settle 

the case on the basis of available records. 

 

4.52 The Ombudsman may also direct the Licensee to undertake an inspection or engage a 

third party to undertake such inspection, as may be required for expeditious disposal 

of the Representation and redressal of the Grievance. 

 

Chapter-5 

5. Consumer Advocacy Cell 

 

5.1 A Consumer Advocacy Cell may be constituted by the Commission to provide the 

required legal advice, support, and assistance to Complainants for representing their 

cases. Commission may also take assistance of advocates as well as NGO’s working 

in the field of consumer affairs. For this purpose, Commission may decide their 

remuneration. 

 

5.2 Such a Cell shall be funded by the Commission. 

 

5.3 The Cell may also perform additional functions as specified below: 

a) Half-yearly review of grievances, representations and reports submitted by the 

Forum and the Ombudsman in order to advise the Commission on improvements 

to be made in the Regulations.  

b) Analysis of reports submitted by the licensee with regards to levels of 

performance achieved on performance standards specified under Section 57 of the 

Act.  

c) Facilitate capacity building of consumer groups and ensure their effective 

representation for enhancing the efficacy of regulatory processes.  

d) The Advocacy Cell may organise seminars, group discussions, convention, 

workshops, talk shows and public awareness campaign to create awareness and 

educate the consumer about their rights on various consumer issues including 

safety and energy conservation.  This cell shall be authorised to direct licensee to 

send their officers in such program organised by it. 
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5.4 The Commission shall issue guidelines to operationalise the consumer Advocacy cell. 

 

Chapter-6 

Miscellaneous 

 

6. Repeal and Savings 

 

6.1 The following existing regulations are hereby repealed- 

 

a) Rajasthan Electricity Regulatory Commission (Guidelines for Redressal of 

Grievances), Regulation, 2008 issued vide RERC/Secy/Reg. 73 dated 01.03.2008. 

  

b) Rajasthan Electricity Regulatory Commission (settlement of Disputes by 

Electricity Ombudsman), Regulation, 2010 issued vide RERC/Secy/ Reg. 80 dated 

23.03.2010 with its subsequent amendment vide Regulation no. 91 dated 

22.03.2012 and Regulation no. 133 dated 22.01.2020. 

 

c) Notwithstanding such repeal, the redressal or settlement of pending grievances 

and representations, respectively, made before coming into force of the Rajasthan 

Electricity Regulatory Commission (Consumer Grievance Redressal Forum, 

Electricity Ombudsman and Consumer Advocacy) Regulations, 2021, shall 

continue to be governed by the provisions of the earlier Regulations.  

 

Power to Amend 

 

6.2 The Commission may, at any time add, modify, delete or amend any provision of 

these Regulations subject to the provision of the Electricity Act, 2003. 

 

 

 

Powers to remove difficulties 

 

6.3 If any difficulty arises in giving effect to any of the provisions of these Regulations, 

the Commission may make such provisions not inconsistent with the provisions of 

this Act, as may appear to be necessary for removing the difficulty.  

 

Inherent powers of the Commission 

 

6.4 Nothing in these Regulations shall be deemed to limit or otherwise affect the inherent 

powers of the Commission to make such orders as may be necessary for ends of 

justice or to prevent the abuse of process of the Commission. 

 

By Orders of the Commission, 
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Secretary 

 

 

Annexure-I 

APPLICATION TO FORUM FOR REDRESSAL OF GRIEVANCE 

 

To          Date: 

__________________ 

 

------------------------------------------------------- 

------------------------------------------------------- 

------------------------------------------------------ 

1. Name of the Complainant:____________________________________________ 

2. Full address of the 

Complainant:__________________________________________________________

___________ 

Pin code: __________________ 

Phone No. /Mobile No.:_________________________ 

E-mail ID: ________________________________ 

3. Nature of Connection and Consumer No. (in case of having applied for a connection, 

state the application 

number)______________________________________________________________

_______________________________ 

4. Distribution Licensee:_______________________________ 

5. Name of the Sub-Division/Division/Circle [IGR Cell] and date on which complaint 

lodged with the 

licensee:_____________________________________________(enclose copy of 

order, if any) 

6. Name of the  Zonal Forum where complaint lodged(in case of appeal to Corporate 

Level CGRF) :_____________________________________________(enclose copy 

of order, if any) 

7. Category of grievance (please tick the relevant box/boxes): 

 Wrong billing 

 Recovery of arrears 

 Faulty meter 

 Burnt meter 

 Supply interruption  

 Harmonics in supply 

 Supply voltage related 
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 Deficient service 

 Delay in providing new connection 

 Reconnection 

 Change in connected load 

 Transfer of connection 

 Others (please specify) 

 

8. Name of the employee/employees (specify employee ID or department) or department 

against whom grievance has been filed (if any): 

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

__________________________________________ 

 

9. Details of the complainant, facts giving rise to the grievance (if space is not sufficient 

please attach separate sheet) 

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

__________________________________________ 

10. Nature of relief sought from the Forum 

_____________________________________________________________________

_____________________________________________________________________

________________________________________________ 

11. List of document enclosed (please enclose copies of any relevant document which 

support the facts giving rise to the grievance) 

__________________________________________ 

__________________________________________ 

__________________________________________ 

12. Declaration 

a) I/ We, the Complainant /s herein declare that: 

i. the information furnished herein above is true and correct; and 

ii. I/ We have not concealed or misrepresented any fact stated herein 

above and the documents submitted herewith. 

b) The subject matter of the present Grievance has never been submitted to the 

Forum by me/ or by anyone of us or by any of the parties concerned with the 

subject matter to the best of my/ our knowledge. 

c) The subject matter of my / our Grievance has not been settled through the 

Forum in any previous proceedings. 
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d) The subject matter of my / our Grievance has not been decided by any 

competent authority/ court/arbitrator, and is not pending before any such 

authority / court / arbitrator. 

Yours faithfully 

(Signature) 

 

 

(Complainant’s name in block letters) 

 

NOMINATION  –  (If  the  Complainant  wants  to  nominate  his  representative  to  appear  

and make submissions on his behalf before the Forum, the following declaration should be 

submitted.) 

I/We the above named consumer hereby nominate 

Shri/Smt____________________________whose address 

is_________________________________________________________________________

___________________________________________________________________________

_asmy/our REPRESENTATIVE in the proceedings and confirm that any statement, 

acceptance or rejection made by him/her shall be binding on me/us. He/she has signed below 

in my/ our presence. 

ACCEPTED 

(Signature of Representative) 

(Signature of Complainant) 

 

 

 

 

 

 

 

Annexure-II 

FORMAT FOR FURNISHING QUARTERLY REPORT BY FORUM  

Name of the Forum: ______________________ 

Quarter: ____________________ Financial Year: __________________ 

Format-I 

Sr. 

No. 
Parameters 

Delay in 

Restoring 

Supply 

Quality 

of 

Supply 

Meter 

Problems 

Billing 

Problems 

Quality 

of 

Service 

Others Total 

1 

Grievances pending at 

the end of previous 

quarter 

       

2 
Grievances received 

during the quarter 

       

3 
Total grievances 

(1+2) 

       

4 Grievances redressed        
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during the quarter 

5 
Balance grievances to 

be attended (3-4) 

       

6 

Grievances 

successfully 

redressed 

during the 

quarter 

Within 

30 

days 

       

After 

30 

days 

along 

with 

reasons 

in brief 

       

Total        

7 
Grievances in the 

process of redressal 

       

8 

Grievances pending 

for more than 30 days 

along with reasons in 

brief 

       

9 

Number of Cases 

redressed in favour of 

the Licensee 

       

10 

Number of Cases 

redressed in favour of 

the Consumers 

       

11 Others        

12 
No. of sittings in the 

quarter 

       

13 
No. of sitting attended 

by the Chairperson 

       

14 

No. of sitting attended 

by the  Finance 

Member 

       

15 

No. of sitting attended 

by the Independent 

Member 

       

 

Format-II 

Status of implementation of order of CGRF issued in favour of consumers (during the 

current quarter) 

Sr. 

No. 

Case 

No. 

Name of 

Applicant 

Subject 

of the 

case in 

brief 

CGRF 

Judgment 

No. and 

Date 

Order 

of 

CGRF 

in 

brief 

Time period 

given in order 

for 

implementation 

Whether 

consumer 

approached 

the 

Ombudsman? 

Yes/No 

Status of CGRF 

order/implementation 

(Provide date of 

compliance in case 

order is 

implemented) 
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Format-II 

Status of pending implementation of order of CGRF issued in favour of consumers 

(during the previous quarters) 

Sr. 

No. 

Case 

No. 

Name of 

Applicant 

Subject 

of the 

case in 

brief 

CGRF 

Judgment 

No. and 

Date 

Order 

of 

CGRF 

in 

brief 

Time period 

given in order 

for 

implementation 

Whether 

consumer 

approached 

the 

Ombudsman? 

Yes/No 

Status of CGRF 

order/implementation 

(Provide date of 

compliance in case 

order is 

implemented) 

         

         

         

         

         

 

Annexure-III 

APPLICATION TO OMBUDSMAN FOR REDRESSAL OF GRIEVANCE 

Date: __________________ 

To 

The Ombudsman 

(specify full address) 

Dear Sir/madam 

Sub: - (please make a mention of the order of the Forum against which a representation to 

the Ombudsman is being made) 

Details of the grievance are as under:  

1. Name of the Complainant:____________________________________________ 

2. Full address of the 

Complainant:__________________________________________________________

___________ 

Pin code: __________________ 

Phone No. /Mobile No.:_________________________ 

E-mail ID: ________________________________ 

3. Nature of Connection and Consumer No. (in case of having applied for a connection, 

state the application number) 

_____________________________________________________________________

________________________ 

4. Distribution Licensee:______________ 

5. Name and address of the Forum:________________________ 

6. Date of submission of grievance by the Complainant to the Forum (please enclose a 

copy of the complainant/grievance): 

_____________________________________________________________________

_____________________________________ 
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7. Details of the representation, facts giving rise to the representation (if space is not 

sufficient please attach separate sheet): 

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

__________________________________________ 

 

8. Whether the consumer has received the final decision of the Forum (if yes, please 

enclose copy of the Forum’s order conveying its final decision) 

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

____ 

 

9. Nature of relief sought from the Ombudsman 

_____________________________________________________________________

_____________________________________________________________________

________________________________________________ 

10. List of document enclosed (please enclose three copies of all relevant document 

which support the facts giving rise to the grievance) 

__________________________________________ 

__________________________________________ 

__________________________________________ 

11. Declaration 

a) I/ We, the Complainant /s herein declare that: 

i. the information furnished herein above is true and correct; and 

ii. I/ We have not concealed or misrepresented any fact stated herein 

above and the documents submitted herewith. 

b) The subject matter of the present Grievance has never been submitted to the 

Forum by me/ or by anyone of us or by any of the parties concerned with the 

subject matter to the best of my/ our knowledge. 

c) The subject matter of my / our Grievance has not been settled through the 

Forum in any previous proceedings. 

d) The subject matter of my / our Grievance has not been decided by any 

competent authority/ court/arbitrator, and is not pending before any such 

authority / court / arbitrator. 

Yours faithfully 

(Signature) 

(Complainant’s name in block letters) 
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NOMINATION  –  (If  the  Complainant  wants  to  nominate  his  representative  to  appear  

and make submissions on his behalf before the Forum, the following declaration should be 

submitted.) 

I/We the above named consumer hereby nominate 

Shri/Smt____________________________whose address 

is_________________________________________________________________________

___________________________________________________________________________

_asmy/our REPRESENTATIVE in the proceedings and confirm that any statement, 

acceptance or rejection made by him/her shall be binding on me/us. He/she has signed below 

in my/ our presence. 

ACCEPTED 

(Signature of Representative) 

(Signature of Complainant) 

 

Annexure-IV 

FORMAT FOR FURNISHING QUARTERLY REPORT  BY OMBUDSMAN 

Sr. 

No. 
CGRF Representations Representations disposed of 
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at the 

end of 

the 

quarter 

Represen

tations 

disposed 

of the 

quarter 

Represe

ntations 

disposed 

of after 

45 days 

along 

with 

reasons 

in brief 

Number 

of sitting 

in a 

quarter 

  

Pending 

at the 

start of 

the 

quarter 

Receive

d 

during 

the 

quarter 

Tota

l 

In favour 

of 

Appellant 

In 

favo

ur of 

Lice

nsee 

Othe

rs 
Total 
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