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“fagra Ifafa|, 2003" &1 ORT 42(6) Td oA faga s ST
(SuHTaRT RIprad FaRer ®IRA, fIg]d dAiburel iR SuHTeRT UerdnN) fafs, 2021
(faffrm 143) S & ToRa™ oM H AR 8 8Te, 2021 BT UBIRG B, B
AR 4.4 H e Wl &1 YA dRd gY, o [Jgd A aRT gR
faga deura @ Fgfda a1 gerffea fear smar 2

8 AR <rorene faga faf s smarT (faaver sgsftqenRar @ forg
P GeTar & Argeve) fafa, 20217 (AfFaA—141), IoRE & o4 # f&A16 15
U, 2021 BT YHIRIT o a7 o1, R fdega faaRor Fml §RT U &1 S
arelt fafeer aretl @ wwa A fuiRa & 13 7|

S AT SuMiaT faga IR 2003 @1 ORT 42(5) Hufed fafm 143 &
It Tfed SuHiaaT Rrerd faRer #a « fAota & fda g ererar fafee 143
¥ e ol @1 waia & vedr fgd deue & w9, 79 & o ¥ 30

fqd & 3IRR—3TaR ITIET YA PR Hhell o |

Iad <A1 fafSa| 141 ©d 143 Gori €|
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ATIT-7
faffieer fasmalt & yerat & fow 2usy AlE @ Faest & @Fafad g'ff ATaoTTeleh
IR e s nfe
TereyTe faegd fafaamss smaer

TR

S, AT 31, 2021
sArh TafasmaREEmaE. 141 - ToeaE fGegd afaaras sman, faega sfafags

2003 (2003 & 36 ai) & URT 181(1) 3R 181(2) (2T wd S=d) TS &RT 57(1),
57(2), 59(1),td 86(1) (i) EaRT 3/ Yged AFAAT H AT 38 fAfAT FFAY A el
FAET AFFA HT 3T A g, qd JHRA F IRANd, TagarT fAefarad fafaes
T &, 3rATe-

1. S TUAT IRFHT:

@) ¥ A veredE Jegd Afaums 3w (Aavor seqafcaaiar & foe
FRIGETAT & AeUs) fafaaa, 2021 Fgemdan|

@) ¥ Rl T TS F oA g H Ay @ ggd g

2. YUY FT FEAEE:

¥ fRfagd towus Tsg A S gAauRA/heargst  @fed faaRor
FTATCaUTRAT Td gHa T Iusersit & faw yiey gl
3. TR

S I foh TeeT @y egAr nfEa 7 o 3 gt

(@) e @ JAUT fGega sfafaes, 2003 Td 3% IR GvEr @
gl
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()

()

(&)

AYfd @& & @ YT 3@ &y @ B TEd e @S
ITATCTURY/Sheeligoll S8 T/ Shearsoll FHSIAT ¥ faege v gl &
T afsd §

HISRTE” &7 AU § 3ueferar ad IR BRA TSHH 75 TAh
faeRor reTafCaari/harss ganT faega 3fRf=gs, 2003 & &R 42 (5) 3R
goT fafaeAt & 3R fhar Sirar gl

‘AreMRee 3R deuad Afaas &1 3#fPuT § & g@9a-g9q3g o7 3maer
CaRT 39 T9Y H Fav v Afaww 3R 35 geveE|

‘Hoir-1 AERN A AV AR T ST9T01T 2011 & 3HTER 2,00,000 & e
STTEHEAT aTel AR A B

HTEEr ¥ AT T e A smaer @ g

3USNFAT TAT Fog H AAUT § Solacliolh &7 ¥ (THUHATYH, $-Hel, AES
VY, TATCTURI/heTgS &l dedrge) IA1 TAtld W (desdisa/AlNsa &
argq sier) a1 JAfFge 7 31k 0.3 & oaf@a R 30 [ & Aregw @
RIeprre a1 &faqfd & e Tedd e & v 3ugeFa IS werd gy
Fra/cawT (Arae NelfSar Hrer & |r)| 3Usiadr Feg 24X7 AT el

faRea 3=g afafaRed 39 decsr ¥ AU AT Tufaar &
3feddld $oll & &I 33 hdl ¥ 3% dlecoT T B

Targel #1 HAYT § AR AfCaary earr ifded =aiFd St 3a%
3MYfd & & T U Ay & & 3uh 3R F fasrel faaRa & & fow

‘TeT SER AT AT § @l Hd ead H gag 9 ¥ AH 6 § & o
Taifeld W@ & v Soagiel &9 H (THUAUH, 5-Hel, AWBSa 09,
IFATCTURISFaTSST HT ITETSE) AT TADIT R (AAH Hiol Aesolgad/HITSH)
a1 fafeaa# 7 3R 9.3 & 3feaf@a ar of@a w7 7 R 3 wur & Aegw
¥ R sodd a0 a1 affagfd & e & fau 3u-damiy saRasmhg
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(@)

TR/GA TR/ ER/AERET R R 3YTFd ST FeH - iaandr
erar/caaEdr (arad Repfser =R & arY)|

‘3T HTdTA/3Td decsr ¥ AU ey Fufaai & 3d9ta 440 dlecq &
3Hf&h e 33 Hdl A HATF dlecst A Bl

‘HJACTURy @ JAIT 379 IFd @ & T IfRfags & arr 14 F Tgq
CITSHT/3T AT Jelel fham a7 § S 39 &1 & 3usiFansi & fosrel &
IYfd e & fov fAawor gormel &1 deres 3R @@ w3 g8
315 JTATCaury o e &,

‘e rafr/@ea Aees @ 3uT gEe ot & 3eaeia $er &
T 440 drecy & IAF dlecat & &l

AAT ol B T AT § 3NRATST AT QAT gled & HROT Fol 35
ST,

AT & { AV A GErIdr § A aE 4 g
THINAT F HAYT FhcaTar & AYEUs A Fl

e cgauer &1 AT ¢ & gafaurthasshafauia gaeeest @
feTa gl arer 11ehdT Rt X R off egaensr #r @i 10 Fee @ 3R
g, oiftrd TASra/fAeiRa 3m3c¢s, 3curea 3R JaRer sAcasd afed FIEEH
gk RATeH H ATeldr & FROT A3 AR Geamsi & Joled & dged 5
AT & AT FRUT & FROT I3 & HRUT FAUTLAT H BISH 33
Hdr {TeH (A9 I BTedA) & gaus & TEfed 11 Fdr Bisi W

fARedY IIUTT AT STTI|

Qe & ¥ JfAUT AT &3 T e gl &7y

g1 AfAr & ggad qur aRANT o R T Weq AREgH # gReN el g
gfPaFTAr F1 JfPUT T gem S IRFTE A AT = g1 sHF IuAer A as Ry
yfafFaat, e s RTTaT ar 3RETs & /Ay &7 & aRafa a8 orar = §,
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Weq el faurismaer garr aiRa el se/fafaas & seadia aRenfya far o @
IR T & fagd & W TAIsT § o 38R AAYT agl gon St W wefa/fafasd &
e A

4

IGCEG

zo1 fafaat & Adas 7, 59 9% & d@cst & 33y 3nfaa + &

()

329

5.1

5.2

ThHadel AT Tgadel ASG/IG H, ST & AT 8, A Igadsl AT THAT
USG/Ue, T ATTHS ElAT HIT ST,

saA AfagAr & weut @ s AfaAt & Fast & T F AT ST S ey
Pl & ITAR FHAI-HAT W AT aRT M A7 TR e S
gl

goT fafagat & 3egAa A & iR faaRor gomell & Aveust A T @
& fo Al @l AR fohar arr &1 3 A faegd faoRor &1 o g
fagaee, @afrad 3k Adegd oMl e &a & ol
IFATCTURISRaTEst & o dudAd & ®7 A FH F91| o AfaAt 7 R
I YAl & AR fIROT SgAcauny & fdega & it & o dar &
SYATH HIsTehl T Il 3Usferdr &1 31fAwR g

so1 faforadt & 3807 &
(F)  FPICETAT & AU F AUTRT =,

(@) FCETdT & HAYGUST & SUAMN & %G IACaurihasel &
arEdfae HRIGETdr Sl ATIET|

@)  fAROT Acad B FHrdeRtar H AUEdr IR IUFFAN B FARET
ST
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(&)  3YNFABT B 3 A 3R 3uon H fdegd arararer Sed a

HTH FIA 8, efohel TSolSel Il H HaTH e,

(3) YA T AT Tl el H FUR LT

@ e IgATault s RfAr B el # oaftid & e
ITATCTUNT & HRAGETAT & YcIe[d SuHS HUGUS WIed il

fawher Tgar &, dr U3t @ 3R affagfd gAREd e & o
qredll dF fashfad S|

FRICETdT & HATYEUS

6.1

6.2

6.3

6.4

Tl 7 Afdse ATEUs HRICETdr & YA S9HS ATIGUS ghel, ST
Yl & ~GAdH AUEUS § fSiee Jgicauri/hargsy gred S|

Tl & FcAT AMYEUST T UITd el H JATCTURI/SFaIge S fawherdr &
AH H G- & 3TAN STHIFAT I &gl T ST HLAT HTaeTeh
grem|

gl A fAfdse AYeUs FRIGEdT & HAA AUGUS gl Sl
FTRATCaURIAFaIgS 39eT gi¥ical & fAdgs & Ied el =g &

geT YIS ATYCUS! T FHAY-THT W FAfSd wfafasm (egd gerr #ig
3R grag A AT, 2021 3R 3w gl RfFgat & e @Afese
GIGYTAT & 1Y Yol fohdr S|

fAepraa garaa/faarer gfsar

7.1

ITATCAURFaTSST & HEATe # ASE TETH o ache SUHIFAl JadT dogy
gITT| TE Feg 37 RAfATAT & @us 3(@) F gfuiRa Rera & gefieor
A A FETH Bl AR | 0 dhogiheh SUHIFAT QaT g fafags 3(7) &
Ieddld T Jrafe “ged 3TR 3R hatsel & 3UHIFAT AT Feg F ATY
Threhd ford ST |
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7.2

7.3

7.4

7.5

7.6

goT 3Th H, Rpradr & gofiawor 3R RIer—ded! #I GoilhioT TE&AT Yk
A & ol Tl R Gt & U 9 @ W 6 & o AT hEgel A
W= a1l 39ged Ud gidel cafed 3uierd glam|

FfOd FRTET & FIel 92 W @1 god s&h Ud §, 0 <afead &1 =14,
AlNEd AR Yeid fhar Sem|

ged SEh 3R 3UHFAT AaT dheg & AR, HeEfaf@d vfa Hr Riwad

HTATCAUNISFETSSN & HI-FUT R 3U-HATT H Goflhe & ST Fehell &
®)  EBER Amedr

@)  3Mfc i famerar

/) T e

)  faegd axy

Rt i gred e & o A 7.4 & AR de-weeE iR 39
HATeT # 3UPFd e o FURYT fhar SAem| 4 Hft Risprgdr
HAerFs Ffacs JHIedr A1 AFATCTUY garT 3fAhd fFdr 37 fAwry
CaRT T9-B3de & TEIar Feg H go/Res wran amdem Reea afaa
USRI UT HEAT JHTdorre RIrdcdehdl I Giad $Hr Saan|

ITRATCAURISFTSSH, 3o fAATAT & TehrereT & 2 A1g & #eR, dheggehe Dol
JeeX 3R god 3FF carT FUTRA fhd S dtel 3T o # T8l 3THIFA3iT
& ANET FFR B FEEg HET FEE B Eicauny hagsh 3R
YAt & ALT g IR faeaweiar gurR $r giaer g1 afe Aarger d7s
3UNFAT & 3T 97 ¥ fold AT fFar arr § O Risvragedt & ggard et
& fod Peafai@a § @ 7 T HF Tk JAHARRT UeId el R Rprad &t
doftehel foham STRIT:

F) & TdFR

g) ge-f3aea & @ a@fed @rar dear

M) FI-FEEAST & A Gied SHaeleT RS & ATH 3R gar
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7.7

7.8

7.9

7.10

7.11

7.12

RIGRIT & qofileor & T 3T any i Al gter $r =iy § 3¢ &
ATH @ IAATCAURY 3UHIFAT S fRABIT 9o g1 & 30 Afde & i)
RIerad w&ar gRd |

gard fF Coldlel o AIA ¥ fReradl & gofieor & Al #, Rierad
HEAT e SYSHIFAT HT el T el T S|

Sud g o T I 3usiear & ANsd FER R/AT A g H
doftehe foham aram & ar Risrad 1 faexor Rserrd gied gle & 30 f@fae &
AT 3UHIFAT & ol HGTS AT 3N $-AT M R vaeAwd 3N §-
Aol & AA ¥ o7 ST AR

Tcdeh fRIhTI T fqaROT 3iefcreteh-1 & AR RS fohar S|

Rpa & AU & ORuld A CaurIShergs  feddsd e 3R
fRIehTad & AT 8 ol I Sl FHIT I Rebrs hyam|

TRIARIcTehclT 1, RIS & TllenoT HE&AT T P Ha & T JUT 3u2eT
s GfshdT & 3TERUT @RI fealih 3N FATU & THI & AY-A1Y AT
& HATYTT I FIalr & S|

SRWFd 7.1 H FUT AT IS WeTH e hehd UGl T ot
AT Qo o ver HE o 6 Far e, faedes, g,
FAFAT FT TUT IRTIT, A7 3R [Faront & aRada, IR gRads, Hex
FTTEUTI, (el T fedoretrar| oo HeJafcaemdy, s fafazat & yenrerst
% 6 HIE & M dhodleh 24X7 SI-HT Ageh JaT sheg, TATAA |

Safh I Ue e & o 3ea Jfaar It | adr & o o Fere
3MTAE-9, $-Hcl, AINISC, ATHISE 3T, ITATCTURY IULThd 318 foarre
3R faRawor & o dFs W 3R waret & i 3R dfFaa g Jarst
& guftd o ud A & O A susledr @9y geus (HHReH)
JUITell & ATEIH & THT TArA UGl el ol I el |
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7.13

WHRTA A THUATH, $-A 3Holc, 3TdeeT T Garfd, Far T quidr, rdest &
ufa & dRaas anfe R geamt & o susieant IR et
e 3, 3R afy fdse et & o g adt @ i § o
HieTemssl aeqfEafa e 3N 3= TR & Faa: ddfieor H sgarard
g |

8. sfaqf # ety

8.1

Ife  IefAfCauiiibarsel  3egE-1 # JUAGse wRiceTdl & gedmerd
ATaEUst @ qfcd #el # [Awer @ g, o atfaqfd & fod grar g e W
gHIad eafdd & IfAaurShege affaqfd @1 serae syam| yenfad
afdd & ITATCTUNIAFAISS SanT $aTalel fhd Sl arel &ifaqfcd & S
faferaaAt & sregeEn-1l 7 @fése R o 3

S & g e # Red Hied & dRoT F e 3R At &
Tdefor @ Fed Rerdl & o atfagfd & v R arR e
T JMERIHAT G § IR AT 3eT G & HUR R 37 e
# effaqfet afar & *f3e )

9 Ig o foh TAOROT 3fgeiicauny 3uel faeRor yormelr & 36 o) f3sise
AR HUROT @ 6 T§ IWIFT AUGUST S G A g Bl g, oo o7 &
Alfelex R ST Fehel & 3R 3R Sash fod sueierar &1 Faa: & aifdaqfd
1 AT T ST Fehcl §1 30 ey #, fAoR0T 3efiicaenly 3T &l
T RAE e S|

Fed I8 IR & afe et samarer, 79, 3ifReor a1 3maeT ganr suHear
O e off Sohrar TR T agel 1 Vool & T Tol Jmeer & Srar g
IR W R ey A ogade Ef & Sl afagfd & gl weg
3YHFAT FI o A & Hfedd A0 & goard & T & M|

aercd 7g 3R o T e sustierdr @ gl dvg FS s R § A FY
aifaqfc &7 =1t gl
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8.2

8.3

8.4

8.5

8.6

8.7

8.8

5o fafesll & Aregd @ UFar A HACAUShEgSt SRt e Fel
gfaqfd fafse fadg a¥ & 3usiedr carT #@eF o W GHRI/EATS
TART & 30 gfaerd & 3ifee g gl

gfaqfcd & @l awel #, &aifaqfd &1 $erae nfafCaunlitharss ganrT
faegd 3qfd & o adae 3R Fee e el & favg AR garl
far SRE| 29 g atfagfd 3R 3Ee e dr S AR @ fevor
ST & AT Riege Rer ¥ ke e S|

FRCHAT & UAHd HAYGUST & IR H SRESHA dar ae & o
JFATCaURI/haTSs RISRIAT & dolleor HT Il & |y gfve Rishrrcshd
A g1 faferAr @1 eqEE-l & gER AURa geamd @wEg ot gRa
FAMT| AT Sharsst RSl & Fede Goleaor & @ s fafawsAt
1 ITEE-1l & ITAR faeied & o atfagfcd g &1 o Fiaa |
ITATCTURIheSSl 30 9IS W 3GQEE-l & HTER Hrdceidl &
T ATYEUST 3R ITgN-1l & IR FeF affaqfet @ 8 ved S|
Ife RI$Id & AU & fqoey g, dr 3usiierar ganr &faqfd & for arar
fIRRIT & TATUTT & 60 &l o IRATA =Tgi TohaT ST

3YSIFAT EART Grdl 3eleldsieh-1l & URT & TR ST fohar ST Hevell g
et ISRy &1 Q@7 arar SGfFaRn/S-Acl/dolhd ST/ HieTelge/HIaTS el
U/ g9 3TF goT 35h god 3 W SRR har ST dohar gl

Tt o faeRor gefeaendy, a1 fafaat & sfRgeen & s & 6 A
& $eR, JieTelissl gawr &1 goie Han 5@ o 3usierar aifaqfcd TRy &
G0l AR gar aX Feh| 3H HIY H IR -89 arde/foe/
THUATH/S-AC/TATCAURY &I dedise Afgd ATETH @ 3UFASt & 7eg
9§ § GHRT T S|

Ycdeh AT 3HTdcsll &l Usliedol &A1 & SR S fo R geiteor
e ¥ e el seefauhaset afaqft & g & ded &
HieTemssl sTer 3R 3 IJACaur/hargsl dedse W quT &9 § Feiia
Feh 39 W T IR FIAET ST TURUT H3|
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8.9

8.10

8.11

8.12

8.13

8.14

S T afe 3 T ANSS dFaR 3R/AT S-A ISt Y sl foham
aar g ar arfaqfcd grar i gl HEdr 3usiedr & Aldgd [ 3HR/aT
S-HT ST W THUATH AT 5-Hl & ATCIH T Holr 9|

SefTCarhargst Jrafeh At 1 Fest qur & faeRor &4 g arfayfd
% ST SRR o &1 feetih & 45 feat & ofiar arfaqfd &1 erfadfd &
IEAHR & AHe H, JeJACaumri/hargsi gfaqfd &1 grar g #Xe &
feetieh & 45 &=l & X &Tfaqfcd & wedsh grd & Hawr # 3fad 3maer 9
HEM T Tl I IJATCAURIFSSl $T dadse R YeRid fhd SREr
3w & 3Uerdr A giad fhar Srem|

HFATCTUNT @l 3wiad fafad 8.9 & qar &ffaqfcd & et frd
S & fAhelal AT IETATCaURIhEgST & AU @ 3usiedr T3S
Rpd AT SRET, B8 @69fRT 3uear Red @aror #=9 g@rn
T3 (iRt & f@aRor gq A6 gde Rged) fafas, 2008 ga@a-ga7a
W W ANAT I 38 FASTAT 33T @t fAfdse #1837 fRfaww &
fruiRa gftar & 3eTaR sgaea @ @l B smem

7 Red arer e, afagfd & v FuiRa a9 7 ag 78 #xar g
1 NS 3usierdl s8 @0 & HJse gl g, ar g6 faegd oiedre & gl
3AITAT & foIT Tada giem, St foh TahioT &l cgagd &<, Ufafas3m (farer & r
faegd eehurer garT fAderT ) fafas, 2010 AT-HAT W R TG a1
3 gAY 3T eart fAfése 15 37 RAfagsd & 3eaera favfta s

NS STSNFAT IFATCTUN, BRA I e AepdTer & HAET 51 fafgawt &
Ieaad aifaqfct & fAT arar aa & AU IS Yok AT FE HT G G
g |

o atfagfd @ serar, s Rfewdr A fAuiRa fFY ) Ameust & qu
A A AT F A% Tl W AT FF 51 A arelr fowaly
AT AT vl fhd ST Hebel ATl HTHASTA T TqaT Gfcepor woiaa o
grar|

g fafgAr & dgd affdqfd &1 g aa & faw, difsq sushedr &r
FCETdT & AMEUST & YAd WHX & for o [(ffma & & 5%
FAIETS TATCT 8l & 30 ol & R &rar gk ¥t g &l

FJATCTURY & IR

9.1

FIICETAT & HAISUST &I RAE AT TEJcATROT
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9.2

9.3

(@)  IFACaudhasst T a¥ & SRer g% A & 3ea w45
(st & ofiar fawdr ROE mer vd Rega oheured & s@e
gEdfaes fasuieH, s 9Al & AT Foldd  AwGl, TEAE-1 &
TEAND-4 F 3T T g TEIT HEM F HET A g Fhag gl

THINU-1 goT ST T TATYAT

TEA-2 3useFar Rerd 3R e faegaaiadr fRHed
TE3NA-3 Hed atfaqfed s faawor

TEINA-4 AT -1 & IFER Aeed e Hw &1 faawor

(@)  TATCaUNI/haEel 3WFd 9.1 (F) & IFER T & 3ifhd #d
?,ﬁﬂ@ﬁqﬁ%m,ﬁﬂﬁaﬂmﬁml

1. wRiceTdT # gUR g Y I 39,
2. TUTRA oealh & gred e R Sie & SRoT, Ife F1S 8 |

@) T FAG-EAT W OERIS Bl W GUS HCA AU @
GANDT T FoheT T

Rieprgdt 3R afaqfd & o ga @ F@afa Raed &1 gold o & ol
ITATCaaRY/Shergel, 51 fafagat & iftgeer &1 & a6 A & iR,
el deEse W RO goraT horass &1 fawe weml 0 Rt & fesw
WA Afed Reg RIFRT F1 96R, Remd 1 Tufd, Bdee & am,
Rierad dean, sifaqfd aar d&ar a1 @Rg-aHa W AR g AERT J@
WAT o€, & 3MuR T hamefer &0 @ gioa & e RAE gorer haash
Y 3TTAIET AT 3TN @RI Wiftiehed hiehed GaRT 3eTAed fohar S|

IfACaURSharse 3UHFar H1 ReRral & Fded & fod SRigom-
QRETeRT TR &M 3R JfAcaurIShergst & Sl wided #
SYHIFAIIT & Teol & foId 3uciets AHAeN| YR da@SC H SI3eAells el
Qe o grelt| 5| qieaer A frfaf@a Seerr g

F) TAPId GSHUT F Add- HIAST HI AAROT, HrATeE, Read deg
IR ool Rermg 39 & tguaArds-Ad/AeEd  vidasersT
3fe;

@) fafqaw 7 @ eue A @ g R # asrers B i,
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10

11.

9.4

9.5

9.6

9.7

M IAATCAURT F Hled IR gRcE- Il AR Il 3R
ITEA-IIl & 3TER HRIGETAT & Yedie[d HI9CUS, &ffaqfd & faaxor
3R FHT FrdeETr & AUEUS; 3N

) @IS 3T SRR ST STHEAIST P FHTGT B T 8
3) qieceRt fgedT 3R 3AST HIT & eI &1 S|

oA agel @ s B weaer, R @ qe Fe & o
afhar &1 SR & WY FRGEAT & Fanifa AEUst # 39 dedrse
W IR 9AF Y Sl Td S & AG H FARR-GA H GRRIA AT
qeY| e FHT &, dr 59 el & S o gemifId fohadm SRem a1 faeil &
Y g § g3 3¢ fAaRkd 6 o dhd Bl

faeRor Jegefcaudlr Aifsar, &, FARR oF, dedse & ALIA # OR
3YAFAT AT F HOOd FRATEE H FIAAIE W YGRS e ST
3T, FRIaTar & Araeust, sfaqfd & yraurEt, Risad aror, FeT gardr
& 31T 3R AeRor IgaAfCaardt fr FI 317 AT & TR F FAFARRT G

TIR-9AR ! cIaEAT M|

TIeROT JrTACauy BISTaR T3S ST, 33T &l HH el & fod v 18
v, faegd &1 G A1 HATS IUAET B Uehel AT ey w47, fagga
ST IT HIeT & FJehare AT &Tfd oUr a¥ & GRIeT Yred IROmAT H 3T
JIAST W UG Flel hI STIEAT FAT|

ITATCTURY 30 oRE & 39l e &I BT Hen aife g1 fafagat &
3fea@&a Aragust i gfcd & |

qeF AR AT

IgAfCauifharo & 3 RfwdAl & dedda  Remaefagfd @ ik
AISRT® A7 ehieharel &1 &Ifaqfcd & a/d & fdarRer & o 3dea/RAsad erR
I & T 3UHIFAT & HIS Yooh 6T (AT STRE/ATI] g1 g

HeATHT T Idolel

5o fafagat & seaela AuiRa sricerar & Aeust #r ggfea, Frafaf@d aeasi
$T g H AdtEaad @l
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(@) AUy #r Rsedest vd afafafat w ogwfad #e are o
#SAR g S gg, faglg, AeTes Heller, 3ucd, aTS, Hshald, JIe, forsTel,
HHFT AT 3T T 3 gSlel, Alh3T3e;
@ I3 [%aar & SR 3EeT I FAr o FRor & qfeufa/gaRor
IIRATCAURY & 3Yfc T 33T,
@) 33 S R TSERT AR A9OT Shog/8T AT HR OYUT dhegAIGT AR VU Shog;,
feEpiafharssh garr wafdd & ara g
12 3UEFar AfUFRE FT FI&T0r

13.

14.

ﬁ%ﬁﬂﬁﬁg@:aﬁﬁwaﬁgﬁaﬁﬁﬁﬁwﬁﬂﬂaﬁmﬁmﬂwmﬁw
Hfafed#A, 2019 (2019 &I 35 & Heard IFRFIHA) VR 3T FelT & Heddld SUAFA &
HPRT qUT fAATRISRT @l Gfcshord: Fenfad =gt &3 |

g aur saifea:

1)

()

©)

31 AfAl 7 $o 39 gd g2 o, FY 37 WA $ 99 g9 W fafasm
(Ao JrgAfeaenal & fov #rdeetar & #Ameus) faafd, 2014 TaeganT
fRf&a frar srar g

W RS X A ST W8 wRiceTdr & AYeus T SeFAEt A QI
*{ﬁ%umdd@gﬂﬁmw%maﬂémﬁ?@%mm
wmm%,ﬁagsaﬁﬁmﬁé:m&rmﬁa:mﬁmgm
HAT SR

s Y ¥ [IETAr @ 3ua 30sRT Jar §Rcl &1 Fgerr B@a
JIfFTAT & o & a9 AT SRem|

HiSarsal F T I Hr afFa

Ifg s [RfATAT & gEuEr & gHd WA H FfoAs 3cdesT gy g, df 3T
TIUROT & AT Il fohd S O, AT 1 faf¥se 3meer @, o & gy el
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F O 3M9™s 9dd 2 ar IRAITH & grauel ¥ 3EIT o gl arel graene
T ghdT gl

15 g Y afea

3T el off T g fafarest & grawret @, wRor ¥R wd g2 aRafda,
TedRd AT GNAT FT e

16.  fafder = Y afFd

IR, wAET A1 faRw ey &, wfAfaf@a R S arer sReit @ gur gafag
il aTel HFATTAT GaThRi 1 Fodls 1 T G S & a1g, 37 fafogst & faely off
VYT #, 39 T T OROM F AT fhE gTod cAfdd GaRT 3G THET 3Ndes R Sile
o, RIS & el Bl

3T H AT W,
. . g,
afea|
g - |

ITATCTURY & HRICETAT & IREhd HIYGUS
1. Hrofet g AT F
11 =g T gl T Rbrdd

ITATCTUR/haTgS #leX & Ugel AT fAROT TEHER R THE/TAd e, THATET

% Sellgar 30 g1 STl AT HIeT Idl |idH Mgl W &l Foderlel & HROT 3MYFd
et FAEAT I AT H IUHFAT GART AV 1 RO fhd STed & q7T 4 -

F) 2 °UC H - A Folt g A
g) 4°UUT H - Uy AT H

A 8 °US H - AT &F A
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3Mgfel qaT: TTe] M|

1.2 3NaX 85 dAA/RNd @a @ SEr
3T 88 ABA/FTT F TWUT & AW W A ATCauRISFS Ay gt -
®) 490 H - gUA Ao gl A
g) 6 °HUC H - Uy AT H
) 10 gu¢ H - AT &3 H
et g7 A X
13 fAera e &1 @« g S

ITATCTRY/SheTgSA 3Tl ${fAIT Hidel & TR g S W & g &
F 12 99¢ H - 9 Foft gt A

g) 24 g H - Agr & A

) 36 gUC H - ATHIOT &AT H

3MYfel ge1: =Te] M|
14  TwawER i fAwadar

SEHER HT fahe g7 S R ITAaur/hargst et o & -y @ @ A
(@) fAROT TeEBER & A A

i) 8 gue H - gyuH Hoft gy &

ii) 8 HUC H - UG &1Ar H

i) 24 gue & - Freor &= A7

et o7 S FEM)
(@) UER TEABERT (33/11 Shdl) & AFC H

fathelar g7 ¥ 48 =uer &
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15

1.6

21

ruiRa am3esr

)

dis AT & oisa AUIRA 3M3esT & FROT fAegaqfcd # cgaure @
IATCTURY e@RT AT e-s3 & fAv &7 & %A 24 gu¢ I3fIA &7 F
T forar Sem Ud 36T e 3mafae Al H 3R U e 7 7 "ue
O 3 A& 9| WA, Y A 6.00 T T Yof: =Te] H AT A
ART| IFATCTURT T 33T & SR Teft AaRs eR@ra/ 3mafas
IEREE/AAT FFeld Tefad afafafer & dr Jear s em| &Haa mses
hr TRgET gTfad SUHIFAR # TUET AR gA/SERA H dearse
W Yeel GaRT SAYeh TaR &Y a9l a0 SIrel | 3REs TauATy ar
el 3T gl Hls & AETH F Uolihd Hagel FFsR W A
S|

e &=t & Ful & A X gafd ded@w &7 & aredifgesd 96 &
feaAt & 3remar e dist W @9d smsca/fAaited aesEa agr forar
SRR

A BIsT W AT I3/ AATSAT ACSBA HeTelaR HR YehaR &l BIghT
el forar Smem|

AT B W A 3M3EH/ANIAT ez gUar AR AfAaR F BIsR
el forar Smem|

3R 132 Al FIECUAT H AAGE/fATT 33T § df 33 Afafafy 9
fr fare/3maftes TEREEaar waead ot afafafer fr deer s = &
o BEia (Al canrT 8T 39T fRaT S|

AT 33T I Wlee & A H, IFATCAURT SaRT SYIHNFABNT HT THUATH
& HIEIH O AT fhell 31w Solaciieieh A3 gaRT UaT: 3MYfd & o AT q6g
& Y deblel FAAT & SRR Ig Sl [AaRor igaAfCaury & 3gsierdr dar
hog H 9 Iucrser gl

3mqfet Y oraar

deed &T 3dR-Ied
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HeTeTaeSheTgsT Rl Susierar @ Il & Reg W WeAfaf@d dar & arees
P TYROT A

2.2

&) +6% AT -6% Tor & 3Yfd & A A

) +6% dUAT -9% T & IYfd & AFHS A

) +10% AT -12.5% ST YL & A H

dUT diecs & IAR-SIT & ATHl H TATAT I FHATTT =1 & =T gAT AAT &
HraR fRar Sem-

) AT Re@d & 2 7 faar # d & TR gonel/acas & $g
faedr/gie/3eetast anffier 8t &1

) 15 et # It Fad TAS dsd FT GaU/3e1aeT 3R AR cmweR i
&TACT gig 39ferd B

) 60 feat & Ife A fATROT THERR e T JTaTSAT B

) 3uAegar canr R & wAw @ 120 feat A Ify ad 3311 &y
FIECLAA/33 hal FIECLAT HI Hadlol A& gl

faeageiaar ga«is

%)  faoRoT rgaAfCaurlt qefr SusE3 T 24X7 faegd v 3t S| Ty,
F S U3t A Fo AT & OF w7 g & gl @idse Hir v
Fehell B

¥) YL AU §uARh- Ao gyl d9Aeh & o #@9d ol s@s 11
Hdr hrsT grft| Reafaf@a s ghr -

. 11 &dr 3HieAfe Brst- 9 e gaue 9fd ©: A% a1 Yegg ied?
gaureT 9id AT

i, 11 &dT Ay HIsT- Hedrend ooy <gaur 9fd ©: A a1 JfF ke
gaureT gia AT

iii. 11 hdl IHIT HsT- BIAWS e gy 9fd & A% A1 ddE foled
egaureT gia AT

M) A9 NPT Haf duArs- YR 33 A duAE & O wed ol
ShIs 11 har HIsT gl FeAfaf@a sTars gier -
i 11 dr AHgAAE Hrst- TR g 9id ©: A A1 Ay g gid fa#mn
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i. 11 Hdr Al - TH G gy v Ufd o A A1 IR ue ufd
fATE|

iii. 11 shdr IrEOT frs- @ Gt g G ufa ©: A I v gt g e ufa
IGLIRIL

23  dB M WY & duAErch- IACaulishaset & & ddr R dS & o
Aeafaf@a sdareAaas STas gher -
. R - 1T cgaureT gfa 3udedr 9fd ©: A A7 ¢F <Iauld gfd 3Usiierar
gfa foaame|
i, &3 - 30 "¢ gfd IUNFAT 9fd ©: AE I Uegg ¢ Ufad 3uHiEar ufa
IGEI)

A st At - A SR AT F 0T MR g7 F gER ©: ARAARE
YR W IHATCauifharssh &7 & fod i sref-

n
SAIFI= = (Ai x Ni)/Nt
i=1

n
SAIDI= = (Bi x Ni)/Nt
i=1

Ai= 6 #g= 1 faaE & o ol off =T &) 3 31y fsy W PR
axaﬁrraﬁ@fgmﬂ'@ml

Bi= 6 #dr ar QAR & e, ot o fRufa &, °3m 31y fist W Ae)
waﬁrraﬁﬁrgmmﬁrl

Ni= 6 78 a1 faaer & O, ol o RufY &), 3 3ra fisw W 3ueieant
& Fol dEAT| (6 AE IT TAATET 1 e SiEr o Feufar )

Nt= Hﬁmwmﬁﬁ@ml
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n=

ITATCTURY &1 & 11 ahdl HIsA T FEaT|

24 ¥ 3dR-ISd AT oSl & ATC Fiehiedl ¥ U & O AFed fr JFaa=aar

(&)

(@)

ITRATCaUR/hETgS, MY dleesl & 9T 3dR - o/ AT ofigall & A
AR & HROT SUMFAIN & fagga Iuvil 1 gl arelr el o g &
gifel & g9t & o e & @A S 3R Ry sa @)
Fg Rl Tl B W Fo SedPHRE AR o S gam 8, e
IRUTAEGET 33 IR W 3 T 3TEFAST & OF deesT A
fRTae/3aR-Te@ giar &, W usiieanit & Sad 7@ Ae@s ke 9r §,
I T H AP W, APedd TABER/AET & @F T FdT BN F
AETA F 3MYfT ol gl dif 33U W sEF dis & 9HE §
S ST Fh IR AT B Eefd @ B qErt Ry fern-fAdet &
AR 3T Aeheileh] g&cald o foham S Tl

25  JfACaurShargel 5o fafeadl i e & 6 HEW & MR, WS 2.2 & AN
freaasiadr gawe & Fad: Res & OF aF 3sd we# voren iR d9d s &
Y Jelol Ffgd @US 2.3 & AR AR vd VY I ARTT RN 38 R F
3Miehst T el ITACaurI/hegs H dease/Alasd W & HY-ary s
JTAET 9T Y 3Ty glaAT A1fgd |

3. #Hex &r R

3.1

e &1 gdetor

gfe 3usiear I8 RAE F i Aex TqE &1 F FIH A6 & W ¢ ar
IAATCTUR I 15 feeAleh T Toh AfeH AT S ARl &1 ARy, Frse
T HIEY &I YgT FT AATA FLM TAT 3IF glel W HII HI ITAIFAT
AT RUE fFd Set f e & 15 ot & iR Sgeem| 3usiiedr W
IRICT FROT & HROT HeX TS gl W RN & qogy sushierar & #$
TRAETOT ok g forar Sem 3R a1 & el & #Aegd § 3 a3
Hrex &1 amra/gfaeifa AR qleTor Yok agem SAem|
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3.2

W/Hﬁwmgﬁmumﬁwm

Toc/eTfAaEa/STel g9 HleX & AHel #H, AR &Y IFACTINT g@RT $Hb I
I AT IYANFAT SIRT FT &l & feafich & gl &t & 24 goet & iR
3R AT & # 72 "uel & efaw wfawnfid & fear smem|

gt T 9 % T8 g A& & AT H 3uHFS gar e AR Afed
fray off 7 7 Hlex & Ty Ssors HT T § A7 39 &fdaed fhar 4w g,
W A H AT hargs Hiey @ 3uslerdl earT HeX H HAd &
gfd #Hiex & gfasifd TR AT FEA W 24 G0 F 3ee-3e] TfAedmid
FEM| HeT & Too/eTATTI/ST 81 & HRUT s HIUC o gl o Rprad
& AH H AT B HATCTUNI/FASSN ITATCAURT @R, SYSIFAT GanT
RAE o et ar sqaftaurdl & eas & 3 & 24 °0¢ & 3ecd-3fea
gidediad fhar S|

Aeyadw dasaT F1 T IRadd

4.1

4.2

4.3

AT 99
I ATCAURI/ShIgSH 3MdesT 9red gl & 15 feall & sfiak fadiator yem qar
SYHIFAT T IFATAT ST FIAT B

AT F1 TIF gRade

ITATCTURY/SheTgol #AET T 6T TR TU7 3raegeh fAsies/3@mafa o g
W Hiex &1 TueT aRkafdd s

&) 7H Ra@ F - vady 3UNFAT & Al A

) 155 Ggg # - A T U 3UNFAIA F A H

afew aET F1 ' IRadT

ITATCTURY, AET 95 HT AR TUT 3HEeTeh  HAA/3ATT e g N
e A8l FT TATT IRAfdd HEm
®) 15 o Ggq H - UL IUHIFABT & AFA H
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7.

g 1HAEH- TT.E. 3UHFAIT & AT H|
9T Fawra a1 Ffaled AR T Fer

ITATCaURY/haTgS e-fiee Rl & 3usiieranst 1 Fear-fFe=r Aot &
T Foierere, AT (AT YerT His quT Freg AAd) fafaws, 2021 # fafAfése
AYEUST & AR S|

TaIfAcd FT HeaoT TAT Ay H1 gREGdT

TaifAca 3eavor ar Aol & qRade, o o Rufa § & gaofieor & 3maas
CEAAST WIed gl W JJATCAUNISFaSSl $oiaeied & FfHAca & 3ea<or IqT
feT#ATe o W AN $T qRadeT 1 AE & Hick S|

IUaEFaT e i R

fafeler goel fordt Riema & AAS H 3uHFdr # Fafd 39@us 3fAsrRr ar

fafoer 310y @ cafFan Ao @ffr a1 3i=asa o9 3T youmelr & AEIH 4

RIPrd 1 goffhd o =iy | 39l T Gollesor E&dm & Sen|

IR hars sl fafoler T FaEedr &1 gaArene oot w7 fGaw & fiaw S,

®) 3 F Ry - I Iy AT FIE AT I S Bl

) 7 P fRaw - afe fafeler iR qarr e gaar &1 Hago
HTaTSH gl

IS Risraa 3fa § ar segefeaunlhagsh e &1 sprae 7 o= & o ga
ARy T SeReT dfeh 3UHIFAT & A & AT w7 § wFH 7 & eaq w1 TH@T
A I

amqfct w1 fedee

81  3ATCTURI/hETgS 3UHFT @, RN @rT Il S fafga g, faedes
Yooh & WY, Y TAT I3 HT Folleed Wied gl R [Fe=egar
3t 1 fawdeet e

®) 3PN fGaw & - gy Jo T A
) 7o o A - qgl aEr A
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10.

M 7 F Caw 7 - aor aE A

82 FUE faeted # aW H ITACAURIShSST 3UHFAT H 4T AN S
wfdefar e &1 T e qur fawves @ Ty ar susiedr g@rr
FTRATCAURIFETSS T TR STAHT o1 gehrar o S 1 faf, S o
96 H @ & 7 6T & ok 38T JHU-IF SR shia|

faafea susiFar #r fggamfd g are #wwar

fa=afed 3UseFar @Ry I3 1 I FX o Sl W I ATCTURY Sharssh 6
HF guel # fAegaiqfd g A WM Al IMURSA WA & AT
3MaRTAT g, O Jg T30 (fAegd JerT F5 IR FFeg AFe) fafaga, 2021 #
6d & FAT & AR g

faat #1 aRerer/dyor

JgACauRthargsh Tfafaam (egd yera s AR wrag A1) afaga, 2021 &
& 1S FHEIHAT & AN 3UHEFA3N et B Arerer Ha|

gie 3 & iAfasn (egd 9erg #1s IR Frag AW) fafaas, 2021 &
fAfse g X@r & AR gy o grog A&7 @ar &, aF ag of@a §7 &, faaRor
AU T RIAIT A Fohell § 3R faRoT arsdauns ard et & diiaw foo
ST |

Ife P15 oo a6 Gar @ 31M8% & SO O arfiar HAT S ar g, ar 3usierdrsit &
AT (e Jerr #is 3R grag aAwe) g, 2021 & 3HqaR ge & S|

AT - 11

9 N\

oAt qaTT & et

fafegat &1 reqga-1 # iR SRcETdr & Jcare(d ATICUsT &1 efAcauny/ hargsh &

g

Q@ A A Ahed Tl W IATCaui{iSbarsst gart 3usiierdr & farfaf@a afaqfd e

#.9.

A1 Y A gHIfad ITHFdr
o FACETdT & HATISUS )
Hest wear g arfaqfd
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1. 3TYfel GeT: =Te], e

1 1.1 T FUC BT AT RdRId ®. 75 T & U
®. 150 T9er & foU
2 1.2 NI ¥T AEA/FT @IT & FAT ¥. 75 T & fav
®. 150 T9er & U
3 1.3 HIATA el TS & ST . 75 Tadr & fow
®. 150 T9er & foU
4 1.4 RraRor 3R/ IR eaEER fAwerar | § 150 T & fae
®. 450 TTEr & U
5 15 fAeuiRa 3mses ®. 75 wadr & faw
i. 24 9U¢ & AfcH H Bwlee
ii. 7 gue Fr 3afr I 30w
2. 3Tt T qoTa
6 2.1 dlecsl I 3AR-IEd ®. 150 Terdr & fau
®. 450 Tdr & foU
7 2.2 i. it A sgaureT 5 &9 wfa cgawu afe
SgHS ¥ AR §
ii. 3Tl 33T ate 5 &9 9fd ©er AT 38h
ST % Ife duATe
30w ¢
8 2.3 i, Ihr I ACTURI/Sharg st
i. ST CaRT UH 3erdr fAeeH
3dolde  Wwus  guiRd
Far aRem foaa
IR A & AUgus H
g% fBwlece & uia
I F O 05 FS
T 3R A & X 05
FE T FARAS FAT
har Sem & &
39IRT [FaEes e
S qd THid & Ay
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Rar SrREm|

9 |24 q@l selsh U4 ogige didr, AT 1000 &9

gees # 07 | @ &, 3 Toafad arfieT | 2000 9
3dRT gerd a1 | #Adf, Bher

orgal T A | qut Farferd arfier AT, FFCIER, | 4000 T
gfhe B F | TIX FEER

$ROT g‘é’
RG] $r
erfagfed

5N

%CW:HTCJﬁﬁWMN-%m?Jme‘i@f%ﬂ‘éHﬁ?ﬁ?Té?WﬂTgémﬁﬁa?ﬁ'&
gfaqfd safdaat # 5« & 7 gl I gear v BT W urw ¥ AfUw susedns

B AT A & AR IFATCTU GarT &fdIed Iuaol & Hifds FAHT &
3regrefisT graft
3. #ex T Reprad
10 HreT &1 gdeTor ¥. 200 Torer & forw
3.1 &. 500 TEr F AU
&. 1000 sU=dr & fow
11 FC/EITN/STA g4 T 1 AU | qfafazn  (Rega werd
3.2 F3 IR TEEg  ATH)
fafage, 2021 & 3TER
12 X & FROT YA FC g @ | E 200 Terdr & faw
3.2 R &. 500 TIE F AU
&. 1000 sU=dr & fow

4. MeR/AETT s FT TUH IRITT

75 Toer & fow
150 T & fow

300 stadr & fow

13 4.1 AT 97

75 Tl & foT
150 T & fow

300 su=dr & favw

14 4.2 HeT &1 T gRadeT

75 Toer & fow
150 T & fow

15 4.3 T A8 H T IR
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5. AT Shel&Tel/3TARFd Irax &l AT SA1=r

16 5 T FNT/NARFT war @ far | § 300 T & ferw
— . 750 Tadr & fow
&. 1500 ST & fow
6. T AT & 3TeaRoT AT Ao FHT IRadT
17 6 Wifficd & 3eRor a Aof @ | € 75 Tl & fov
- . 150 Tadr & fow
&. 300 sUdr & faw
7. 398FaT fer $r g
18 7 fafefer & Reraa &1 gaArT ®. 75 Tl & faU
. 150 TIdr & fow
& 300 3UUr & fow
8. 3Tt 1 faeses
19 8.1 IRt 1 Tt €. 75 vadl & fau
. 150 Tadr & fow
&. 300 ST & faw
20 8.2 3TAT YATOT 9F S FAT ¥. 500 Teret & fow
¥. 1000 Tadr & fov
&. 2000 sU=dr & fow
9. fFaeafee 3ustierar &l faegeqfcl gof: =me] el
21 9 faesfea sushaar &1 facgarfd oo ¥. 500 Tl & forw
et T ¥. 1000 Tadr & fov
&. 2000 sU=dr & fow
10. fSelt 1 aRere/owoT
22 10 faat @1 aRer/awor ¥. 25 vl & fav
®. 50 Tadr & fow
& 75 suTdr & favU

Ife JATCaurhbargst @ R & @@= & @uiRd @ & qom aw

Ay form g, ar effaqfd & 30 atia i guread, W@, 38 ag arfaqfd
 gfEr 3o Peia afer @ & aqom gl
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ITATCTUR/haTgS & T RIGETdr & HHAT ~gAdH HIGUS
.. ITEEr - 11 A gy Sfedtad aifafafer FHY  ogAdH  G&dT &
F @+ AYeus
1 YT FC gl HT 95 gfcrere
2 3=y Irfafafer 90 gfderd
3 ey -l & AR gred
R ST ater
4 LE Al & AR e
R ST ater

fFavor TE3ndr Raifésr g

goT 3T T TATIAT
TE3-1
T AT/ haTgSl hr =T
%. afer -
‘@ . | ¥ | wma | ;W
g &r g R | god iRl . SERC
- & s Py | 9S8
AT/ Taa | Td | 3% Hr 2| 3uHIEAr
, arel ged ST are | 39T ,
I 8y g g el - 3T &r
war | o | st | et | e | F T T
Fol TEAT | Seh (3-| W
qear $r (4+5) ’
. 6) q&ar
&
1 2 3 4 5 6 7 8 9

—

N ol ool bMWD
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Bic)
(FeTTH | gEARR)
faaRor Taatdr RaifEer ua
TEd-2 &
3YAIFAT Fr R 3R Rfrea fr Aaasaaar & Adeus
g RATCAURI/SheTgSl &1 AT
F. STTFAIT 3UHFAT Risprad
% | I | TEA | I | | Fo | @ET | @RE A | @AY | @R | @fee | ey | R
q@.o| Al F EIe) & ek | R | & Reear | & o ;| A qAT
$r A9eUs | I ged | & AR | & s | | R | & HI9EDS
st R (4+5)waﬁrﬁwmgw~ruﬁa§w$m
qEar Gl I Fr fFar | Rer | (6-10) | X %
R | wfderd | @1 | T T | (gt
ar & | (7/6*100) | Fr (7+9) "
e = AT
(6 F RIehT FE
) Fdt &7dr
$r &
-
=T
6
a)
1 2 3 4 5 6 7 8 9 10 11 12 13
1 1.1 e
FT
g &
IREIRGH
2 1.2 3R
s
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W®es
el
TS Br
ST
3 |13 AT
ierer
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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 of Performance for Distribution Licensees)
Regulations, 2021.

b) These regulations shall come into force from the date of their
publication in official gazette.

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.

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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5.2

K)

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.

"High Tension/High Voltage” means the voltage exceeding 440 volts between
phases but not exceeding 33 kV under normal conditions;

"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

n)
0)
p)

volts between phases under normal conditions;
"Normal Fuse Off" means fuse blown off because of overloading or ageing;

"Rural Areas" means the all area covered by gram panchayats.
"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 used
herein but not specifically defined in these 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.

Interpretation

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

(@) 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.

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.

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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6.2

6.3

6.4

7.2

7.3

7.4

7.5

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-1 of these Regulations.

Standards of Performance

The standards specified in Schedule-1 shall be the guaranteed benchmark standards
of performance, which are the minimum standards of service that a distribution
Licensee/franchisee shall achieve.

The failure of Licensee/franchisee to achieve the guaranteed standards of service
shall entail payment of compensation to the consumer as per Schedule-I1I.

The standards specified in Schedule-11l shall be the overall standards of
Performance which Licensee/franchisee shall seek to achieve in the
discharge of its obligations.

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.

Complaint Handling/Redressal Procedure

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.

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.

The name, mobile number of such person shall be displayed on the notice board of
the corresponding office where the help desk is situated.

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

Suitable registers for receiving complaints as per regulation 7.4 shall be maintained
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7.6

1.7

7.8

7.9

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.

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

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.

Details of each complaint shall be recorded as per Annexure |.

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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8.2

8.3

8.4

8.5

8.6

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.

Compensation Mechanism

If Licensee/franchisee fails to meet the guaranteed standards of performance as
specified in Schedule-1, 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-11 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 for compensation purpose 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.

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.

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.

In order to create awareness about the guaranteed standards of
performance, the licensee/franchisee shall intimate the prescribed guaranteed time as
per Schedule-1 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-ll of these
regulations along with each registration of complaints.

The licensee/franchisee shall also display the guaranteed standards of
performance as per Schedule-1 and compensation payable as per Schedule- 11 on its
websites.

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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8.7

8.8

8.9

8.10

8.11

8.12

8.13

8.14

resolution of complaint.

The claim can be filed by the consumer as per format at Annexure-Il. 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 appropriate
means including mass media/billssSMS/e-mails/ licensee’s website

Every claim application shall be given a registration number which will be different
from the complaint registration 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.
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.
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 .

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.

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.

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.

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.

Responsibilities of the Licensee
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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9.2

9.3

9.4

9.5

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 quarterly
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.
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.
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-111

respectively; and
d) any other information which may be affecting the consumers.
e) manual shall be published in Hindi and English language.
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.
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

9.7

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.

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 any 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. Dosli,
Secretary.
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SCHEDULE-I

LICENSEES GUARANTEED STANDARDS OF PERFORMANCE

11

1.2

13

14

1.5

Restoration of Supply:

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.

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.

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.

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.

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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1.6

2.1

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.

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.

Quiality of Supply

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) 2working days ofthe 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= Y (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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2.4

2.5

3.1

3.2

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.

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

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.

Meter Complaints

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.

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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8.1

8.2

10.

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.

Disconnection of supply

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 in Rural Areas

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.

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.

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 time line
specified in the 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-11

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-l of these regulations, the following
compensation shall be payable to the consumer by the licensee/franchisee-
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Sr. | Ref no. of SOP Parameters Compensation payable to
Sch.1 each effected consumer

1. Restoration of supply

i.  Default in 24 hours notice
ii.  Exceeding 7 hours duration

1. 1.1 No current complaint Rs. 75 for LT
Rs. 150 for HT
2. 1.2 Overhead Line/overhead Cable Rs. 75 for LT
breakdowns 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 Rs. 150 for LT
Power Rs. 450 for HT
Transformer Failure
5. 1.5 Scheduled outage 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 Rs. 5 Per interruption
exceeding the benchmark
Rs. 5 Per hour or part
ii.  Supply outage duration thereof exceeding the
benchmark
8. 2.3 i.  SAIFI A separate system
ii.  SAIDI 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 SAIDI.
The fund shall be utilized
with the prior approval of
Regulatory Commission.
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% |24 Fan, B&W TV, Mixy =5 1000
Compensation . .
for damages on| Colour TV, Semi-Automatic Rs 2000
account Washing Machine, Fridge
of heavy _ _
fluctuations  in| Fully Automatic Washing Rs 4000
supply or short| Machine, Computer, Air
circuiting of lines Conditioner

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

to meter

10. 31 Testing of meter Rs. 200 for LT
Rs. 500 for HT
Rs. 1000 for EHT

11. 3.2 Replacement of stopped / As per RERC

defective/ burnt Meter (Electricity Supply Code &

Connected Matters)
Regulations 2021

12. 3.2 For no-current  complaint due | 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 Release of new Rs. 300 for LT
' connection/additional power Rs. 750 for HT
Rs. 1500 for EHT
6. Transfer of ownership or change of category
Transfer of ownership or change | Rs.75 for LT
17. of category Rs. 150 for HT
Rs. 300 for EHT
7. Consumer bill complaint
Billing complaint resolution Rs. 75 for LT
18. 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
29 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 -111

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

Minimum overall
S. No. Activity as mentioned in Schedule-11 quarterly standards of

performance

1. No current complaints 95%

2. Other activities 90%

3 SAIFI To be achieved as per
Schedule-1

4 SAIDI To be achieved as per
Schedule-1

Distribution SOP Reporting Formats

Establishment of Help desk

Name of Licensee/franchisee:

S. Name of | Total no. No. of help No. of Total no. | help desk yet | No.of | Total
No. | Circle/ of help desk help desk | of help to be consu | no. of
franchise | desk to be | previously establishe | desk established mers consu
e area establishe | established d during establishe | (3-6) connec | mers
d the period | d (4+5) ted in the
with area
help
desk
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. Ref no. SOP Complai | Receive Total No. of % of No. of Total Compl Minimu Wheth
No. of Sch.- Parameters nts dduring | compl | compla | compla | complaint comp | aints moverall | er
1 brought period aints ints ints S laints pendin performa | overal
forward (4+5) Redres Redres Redressed | redre | g (6- nce |
sed in sal in beyond ssed 10) target as standa
time time time (out (7+9) per rds
(out of (7/6*10 | of 6) schedule- | achiev
6) 0) i ed
(yes/n
0)
1 2 3 4 5 6 7 8 9 10 11 12 13
1 11 No current
complaint
2 1.2 Overhead Line
/ overhead
Cable
breakdowns
3 13 Underground
cable break
down
4 14 Distribution
and/or power
Transformer
Failure
5 15 Scheduled
outage Default
in 24 hours
notice
6 15 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 43 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-2B
B. Feeder details
I. For industrial feeders
S. Refno. | SOP Total No. of No. of % of No. of No. of % of Minimu | Whether
No. of Para No. of feeders out feeders out feeders 11kV | feeders feeders m overall
Sch.-1 | meter | industri | of Column4 | of Column not feeder out of not perform | standards
al having 4 having exceedin s out Colum | exceeding ance achieved
feeders sustained sustained g the of 4 nno. 4 the level as | (yes/no)
interruption | interruptio | benchm | exceed | having outage per
smore than | ns less than ark ing the | outage duration schedul
the the (6/4*100 | outage | duratio | benchmar | e-lll for
benchmark | benchmark ) durati n less k Colum
as per as per on as than (9/4*100) | no.7&
schedule-1 schedule-1 per the 10 shall
(4-5) schedu | bench be
le-1 mark minimu
as per m 90%
schedu and
le-1 (4- above
8)
In In
respe | respe
ct of ct of
susta | susta
ined ined
inter | inter
rupti | rupti
on on
(yes/ | durat
no) 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. Ref SOP Total No. of No. of % of No. of No. of % of Minim | Whether overall
No. | no.of | Paramet | No.of | feeder | feeders | feede 11 kV | feeders feeders um standards
Sch.-1 er Urban | sout out of rsnot | feeders out of not perfor | achieved (yes/no)
feeders of Column | excee | outof4 | Colum | exceedin | mance
Colu | 4having | ding | exceedi 4 g the level as I i
mn 4 | sustaine the ng the having outage per 3 n
. : respect | respec
havin d bench | outage | outage | duration | schedul of tof
g interrup | mark | duratio | duratio | benchm e-111 . .
. . sustain | sustai
sustai | tionsless | (6/4* nas n less ark for ed ned
ned than the | 100) per than the | (9/4*100 | Colum | . .
. interru | interr
interr | benchm schedul | benchm ) no. 7 & ption uption
uptio ark as e-1 ark as 10 (yesio | durati
ns per per shall
) on
more | schedule schedul be (yes/n
than | -1(4-5) e-1 (4-8) minim Y
0)
the um
bench 90%
mark and
as per above
sched
ule-1
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. Ref SOP Total No. of No. of | % of No. of No. of % of | Minim | Whether overall
No. | no.of | Parame | No.of | feeders | feeders | feede | 11kV feeders | feede um standards
Sch.-1 ter Rural out of out of rs feeders out of rsnot | perfor achieved
feeders | Column | Colum not | outof4 | Colum | excee | mance (yes/no)
4 n4 excee | exceedi 4 ding | level as
having | having | ding ng the having the per
sustaine | sustain | the outage outage | outag | schedul In In
d ed benc | duratio | duratio e e-111 respect | respe
interru | interru | hma | nasper | nless | durat | for of ctof
ptions | ptions rk | schedul | thanthe | ion | Colum | sustaine | sustai
more less | (6/4* e-l benchm | bench | no.7& | d “hed
than than | 100) arkas | mark 10 Interru | interr
the the per (9/4* | shall ption | uptio
benchm | bench schedul | 100) be (yes/no) n
arkas | mark e-1 (4-8) minim durat
per as per um ion
schedul | schedul 90% (yes/n
e-l e-1 (4- and 0)
5) above
1 2 4 5 6 7 8 9 10 11 12 13
1
2
3
Total
SOP-2C
C. SAIFI and SAIDI
Name of Calculate Calculated Whether Whether
the d SAIFI SAIFI
. SAIDI as SAIDI
Circle/fra No. 11 kV Total no. of as per benchma
S. No. . per formula benchmark
nchisee feeder consumers formula . . rk -
A givenin - achieved
area given in schedule-1 achieved (yes/no)
schedule-1 (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 15t /2d /3rd /4t quarter ending:
Name Number of Compensation lodged Compensation paid Automatl.c
of . compensation
S. circlesf | consumersin the
No. - circle/franchisee No. of No. of Amount No. of Amount
ranchis Amount (Rs.)
area consumers consumers (Rs.) consumers (Rs.)
ee area
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-11
SOP-4
Name of Licensee/franchisee:
For the 15t /2nd /3rd / 4th quarter ending:
S. No. Amount of Amount of fund Total fund Fund utilized as Balance lying
fund available | deposited in the current | available (Rs.) per regulatory unutilized (Rs.)
up to the quarter (Rs.) approval (Rs.)
previous
period
(Rs.)
2 3 4 5 6
Total

(Signatures with Designation)
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Name of Complaint Centre/help desk:

Name of circle/division/sub-division:

Annexure —I

Month
S. Time | Mod | Name, | Alc K. Natu | Com | Refere | Time | Total | Redr | whethe Re
No. and eof | addres | no. No. | reof | plain nce and time | essal r mar
date | recei S, comp t guara | date of | take of automa | ks
of ving | mobile laint | regist | nteed | redres | nfor | griev tic
receiv | com no. of ratio | standa | salof | com | ance | compe
ing plain | compl n rds compl | plain | withi | nsation
compl t ainant num aint t nstd | ispaid
aint ber redr | time. | where
essal | (yes/n | require
(in 0) d to be
days/ given
hrs) as per
regulat
ion 8.1
1 2 3 4 5 6 7 8 9 10 11 12 13 14
1
2
3
Annexure-I1

Compensation claim format for the consumers

Name of the consumer

Account number

K. No.

Mobile number

Nature of grievance

Time and date of registration with the
licensee/franchisee

The complaint registration number conveyed by

the licensee/franchisee

Time and date of complaint redressal

Delay as per prescribed benchmark as per

schedule-I
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10  Compensation formula as per schedule-1I (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.

TsT HrT HAZOMed, ST
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ITATCTURY & W& Sdiedl # IfFad &7 & ST, S 3HeJATCaenT ganT
ITATCaUNT & TgT RAArIdl & Gofeior & for RAfése v oma 8, orae,
foer forelt e &, Rrfaf@a @ d@afa R enfde g deveht

(i)

(ii)

(iii)

3eT O 3R/ foRdr oft 3ngeer a1 @ASla Ar AT gERT IUm
fafafése fagga e #is fafgat a1 faawor segafcauiat & fodr
SR G&TAT & HAIYGUS & 3TERUT & IfAfcaany eanrr fsaried fonr
S el &, fAsdiest # IuTad, gpfd 3R s F Fg e,
37T, FAT AT ITATedT,

g M T STOUR FagR I1 FldetlcHs eOUN gdgR il
ITATCTURY eaRT fdege dar Yerel i & 379eI1m arn g, AT

fega qard S Efd FeEl & el qerd HfRmRET ganT
AR a1 fagehqol 3e@er gumsi & Aregs 4 TUiUd gt &S,
feat 3N afaeaAt afga el off oo Fee & gauE & Sedus
H SeTc & 39N & o & o W ¢ 3R o aes aRomsAeasy s
AlAd, 93T 3N FFUfT A @A § AR Heveraea 8|

(@) 34 fAAT#Er & waeT & o 3usiear & 3ffuy sfafegs & arr 2 &
3TYRT (15) & Jeddlid IUT IRATT ITHFAT g IR 3TH AF Felald &
for 3TdcsT et drell <afad o enfAer gram|

(N faegd diedrer @1 fAuT IfRfags &1 arr 42 & 3TURT (6) 3R S
fafeeat & 3eceia 3T Ry Aged ar aiffd fhar = arer wifeslr 4@

g |
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(&)

(3T)

©)

(®)

(3)

(@)

(o)

@)

faege @ar & usierar 1 faegd For S 3mqfd, i, Hedr iR e
3R | e IU-GAT IR M HIS 3T FaT ST Uk HeJATCAUNT GanT
39 3TATIT AT FRET oI19] hleled o fecdlcd TGl el U &, A ¢l

BRA & AT FAR™ATF Fr arT 42 Fr 39URT (5) 3R 3T BETAT
g A fAor gyl ganr fsd frar S arer 3ushieaist
RIerdt & fAaror & T oRA T

Remd & #fAYT § 3T H RNFad gefietor wte a1 38H Haror
e o T TATCaary &1 fatherar & datr & a7 el Rievrdgd & 3egeror
T HEY H ITATCTUNT @RI HT IS TRl Hrdardr & Faer # susHierar 3N
FAATARY & & HS o fare anfder m

AR I [HaRT Jehiss’ a1 ‘ITESNIR JelSs' & 39-@Us, @US, gd Al
Sl TR, Il W AR egaftaurdy garr sfgRd & gus
HUHR HAUT § 08 39Ul garT 39l Repad & Haror & o
qFaeh foham S|

FpAfcaudr ¥ Hfva ¢ dRfmw & seadd aumRena faawor

FeTAfCaun |

WegAT & HAUT 38 =gfdd @ § S s @ faega &1 3user &tar g 3R
34T 3mfd foeg &1 39T wRd g famor efataTy & o s A
faegd &1 3eaaidor o FT T §;

A AT REded ga’r a1 W Redsdr dr o3 @
drarer A fFar R gfafafica § S el Red & d99 7 BRA @
FIAEEr & aRomA (Rfése TaT WA & X ey TR F61 e, S e
AT 3MERT  IHA, a1 Hifew a1 o s@eaeh afga) & =afda g

STl AT A 3ffATCauy arT fohdy Ay et & emffer fhd a1 37
TUS UH Hehol & HENETOT HHI-cI3 o HARRAT I dTed IfgACaeny &
TRmafAS & & Sielel HET HAIear 1 HEITe, AT B
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1.6

2.1

2.2

2.3

24

geei 3R ffcafFadr &1 3uder Sae @Y &7 & s RAfagar & aRenRa
el fonar arr § Weq faegd sfafaas, 2003 # oRenfSa fmar o 8, & 3y
sfafasd & 3% @aeffese 3 @ geml 3 g Ud fFediFad o T@r
3T T T § e o1 RAfwgwAt ar 3fdfma § oReniva 78 § weq a9
CaNT UIRA Ted # ega 3¢ # o] frel &, fega werr &1 3k &t
GETAT & ATl & AATAT & eqald IR fFhar arar §, &1 37 0 &efet #
3¢ GHAfese I F g

IR -2
AedR® RAFIT AIRT yhise

Ao ITACaury & 9 fArgdl Hf AT R RepE 3N Faror &= & o
HecdReh RIBRIT FaRoT gehrss gl | o0 Afawat & fAfgd feem-fadet & se@r
3UMFART F RNeradr & TAEAT Faror @f@ffaag s&a & o [JaRor

ITATCTURY T SN TS HT HATeld 39WUS, TGOS T4 g (o) TR |
grem|

Ao IgaAfCaurlt a8 gARad w0 & 36 &7 & Hagst & uw o tar
3SR Yahisa gleT arfed|

ISR FohISS EITh G SIRI HWM IR Ig ARTd Hen & gy
ﬁﬁuﬁ%mﬁaﬁrwmﬁwﬁgﬁ%maﬁwmﬁmso
feat fr 3af & Rerar & [aror & ar = &

IMESNIR ThISS HT &SR o= gIam:

(1) RARHEAT JHid H RPrrd S & 3mqfd $ [oradr, dar & a
3N ITATCTURY SaRT H UG & HloTehi & Hefed:

(37) WUS TR W -@US & Tordl 3l 3usiieransit H Reaa

@) ga (fSem) TR W - gad & THE/ETAL 3Mqfcd Iusteransit H Revrra
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2.5

2.6

(2) Taegd fodll, serr UMY @1 aged, fAfATH T arT 126 7 135 & 3iehT
gd #FEet & IfARFT gACTUy @Rt 1 T AT FOETAT F
e Hifgedh Fepfel S Rieprrd:

(37) 39-@Us TR W -20,000 ¥4I &r Aifgew drar
(§) WIS TR W -50,000 T &7 FHifger AT
(@) g (fSrem) FR 9 -5,00,000 & & Afgs daAr

e o 3uAiFar o 1S Rbad § a5 AR faftaurdy qarr Rerdr &
fAarRor & o 3oe ufshar & Jor AURT gux 3R e iR gag @1 &
AR T R #7 FENIR Joiss # Fiad X T gl

et fF o7 Pf@a & 0 R A8 7 a7 bt 8, dr SR Thiss 38
fofad # &7 = F o Alfgs ¥ & RNegd & arel afed wF gif ga6R

Fr 3RT FEIAT JeTd FH|

(37) TSI TehIss 1 FHrTerd RISRIT Ied gl H dRI@ @ 24 8¢ & MR
3YSHIFAT T RbrIT A1 wIfeT dr aradt S Fem| StgT RIvad sgfFawn 5w dd
Y IS &, T el & FAG Tl Feld HT S|

aercf o STeT SR gehiss &1 -7l ganT RIsId J&dd i Sl § 3GIFAT
&I ISR T Wt T G STog ¥ STea RNeol $-A GaRT YT i S|

Ut TE T ST ISR YIS &l S-AST @ R T&dd S St § 38R
gTS Il Pl TSN ThISSH 31T T SFTAT hled I TARISAT Adl 819N

Ut FE AR & TSI vehics WA solacifclen Repis & of: WMicad # G &
o g8 &7 & @

(§) 39-@Us (37) & daefe, [AeRUT oedd & HAURAT @R FEftd HrRTIT (S
IMEMIR epIssanT REAT &7 o Tehel & 3R 787 o) & 3oy S a8 Rebrrg
&1 Wit it @ gaer # s _fFTA & gaie=t & o aady Aer e
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RQfEaTr sraegsard

2.7

2.8

29

3.1

3.1.1.

T AF TSR ThISS HIARE TAX HISIIRTE Sl Rpraai/fReradr & Auerst ™
T FAHS RO G HEM HARE TR F ASIHRTE, ISR Fohiss
fRE et 3R TafAa §9 § RSN gerss & wH S FREr 3R e
HT|

HORE ER WONIRTH Jg AT A & o & Afewms o & fiow
RIeradl &1 fAarer Far Srar § 3R ESIR gaiss 3T&acAs A6y 9Tid
T B, S @A & oF] 81 & Th HEA & MR 3ugewd feer-fader S
LM

et & 3 Rfewdl & o g F 3 A & A ISNAR Thrss &
TTYAT T SR, T deh Rieprrd fFaror &1 #isjer a9 Sy g

o TE o ISSMIR geprsal & oy feen-fader S axd @Fy I8 ghARad
forar Smen =R & @ yefa @ R ik avarers e, e gur,
oI Jfedl @1 gur AR Res W Tuse ffedi arel Risrrd d@efta
FUFH F TR W/ Glod WaRor fmar Ser afgd 3R 3mSR vepivs &1 e
AT ST =g |

RAIE @ fAAE & Facd g W S 368 §ofd g, & 15 feall & iR geqd
fohar ST =gy 3R Hiuie TR WSIHRTE ga@rT HAfEse TeT & 3TaR F&d
ER iR IGIREIE]

EATT-3
3U3FdT g fAaRer oRA

ST TAX PRA
AT TR BRA A F&IT, T 3R do&

TS STl HEITGT H Th Slielel TR BRA gHN, Taehr hamgsl &7 afgd R
SheT & JTFACaury &7 o IfAFR &7 gHm|

Serct 7o 3o fafagAl & &) gl & il #EIT & #lc 36 e & Silefoleal BRA
I TATYAT Y STRET, dd e RIprad HaRoT &1 Hisfer a9 SRy |
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TS TE 81 F S TR W NIl d1 ghfd iR IS8@ & 3R ) 3maer
HAIHATIAR 3T TR W Th I AAF ASIINCE & Jold wA & o
qard gm|

. BRHA T doH F IR, 39 qd & 3T fF 395 3R a7 7 g3+

fSdisteiel e # Yddh A # ~geAdH Uh §oh grefsiled HEIod W
3R/ Rl F dear 3R Jaed & &89 F YR ) AETET garT s fAvifa
o S, rTAfCaurT & &7 & forell 3T TUIT W g

wRA(3) dfRfaTa, Far 3R Jfagdr & gaust 3R §A7-987 9 3mAeT ganT
SR ARl & ITER R HXE/HAT| BRAT & FadT FwHbe H e off sefa
g & o 3T & RAE i a1 gondr B

STl TR GRA & gewat A g

Jcdeh Sliefel TR BRA H 3 (i) &g gien: (i) 3reaaT (i) faed dee 3 (iii)
TIdT HeEd| 3eweT 3N fad Feed aAfcaunll & weAaRy gll, FadT Heeg
3T @Ry ATfAT foham S|

mwwﬁmﬁ/mmmwmﬁmﬁqﬁ
Hr

(@) AT &F & Sielel & ATl gl 7EeT ghav|

@) fAOcd deET A FEAT TATCTURY GaRT FF0Al & Fard JfEwRat & &
fogerd o SR St aRss J@iftsil & HeTeR g &1 =& g

@) TGS FEET F AT @RI AMAC (Rl AWM TGS Teeg frar o
g/fatr & I H B @A arer sgfEd 3R Gelihd A ar i
WA HIMST IT SUNFAVNGFR Hardel AT fohdll 3 hiFadl a1 &e
g fadr off a7 ¥ +gr 1T, ﬁwwﬁ%qﬁﬁwwaﬂﬂ
T&TOT gf, T el & &A 9T (5) ¥ FI AlhT TSI G AT A H A
gd (10) ¥ & T 3UIFAT TIETUT & Ty TATHT & qaT e drell chidd
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3.1.10

o fAgfFd & fod 3T garT faeR f6d S & fordy ot gem| &iefet &
fSaft T@er arer IfeFaal & grafAsdar & JRef| TadT @e8g & 9 & 94
3R 3T i qease WO faafta fear sem 3R 3FAlcar & a1y

IfFdeTd STl el & UATd I fhaT SARAM|

(&)  IFATCaull I FAREd W & w1 o ug 30 e @ 3w & o
Rer =18 @1 B

3) AR FATCTURT & ARG & &g & & & @gFd & MuR w®
T 38 TR IIATCAURY & TURM FAARY A T Srar g1 Ham|

FaT off BRA & TIdT ST & FIARIAT hl AT & HATHo H, FHRIGBIA ST
AT & A § FH did (3) FEA Igel ded AT fh

At foh Fog, AW AT TSkt & HROT § fhel o BRA & TodT HeE T &
ge & el gl T Rufa & & RFT g & AR @ s (1) 7@ F AR
e AR fhd S|

faaRor rgAfCaemy, 3T garT TAfAd FadT e Hr [AgFd 3maer garT I4r
fafése AT T FLEm

AT TR BRA & FSEAT &1 FRE, TReHfA 3 377 =39

TIdT &I 39T HIHAR THTA a7 AfTr & o a¥ & oy ug 9Ror H39m:
qect 6 arar @ edf A gfd & et BoRA #T Fadd weEd e ¥
37IACe o URUT Teh a¥ & @R HRIHIS & faEdR & o ar ghr:

Ut TE o & IS o Tacd Heeg T (3) a¥ & 3 o1 das (65) ¥ H Iy
UTcd @l & 9ATd, St ) ggel 8, Ue RUT ST |

BRA & TAdT Ge&d #1 9fd do W FAfRd Yoo @ IR Iem od & o
I S HAY-HHI R AT e@RT @R fhar S & 36faR fohar smem|

BRHA I AT T S IegAcaunl & @ & 8, & Qar & oo 3R @ga7 @
FTATCTURT & HY 38 Aot o g 3R erdl gary il gin
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3111 ®RA & T S AR oy & e # 8 9w 3o
TYTAT-ROT/ITAT/AATAG T 9 BRA HT Fedg =gl M|

3.1.12 WRH & FAT He&g HAGFT Wiawil 1 ff@d &0 & 7 @ &7 3= (3) #A%
o ACH & Y, YT IRYF & Hehel &l @gfFd TSR e W faaR id
g few & fAfdse afr & ge & aehar

3.1.13 @S o =gfFa IeTeT A1 Hee g & & H fAged 78 fhar SRem 3R/Ar 9g W)
fRedar 9= W@ &7 §he sl a9, Ife g 3T af¥d giar &

@) fafear maafafta Far s w;

@) R sy & O At o S W, e aefaftaurd i w A
ATAS TUHAT AT &

@) VO T & ¥ H FF e & o qlIRE a1 AAAS & & 3087 g
T,

@ 0 Tl @ e Ra # 3@eRe R oW WS "' & ®9 A
qaTIE ¥ 3Heb R ol GATA el h HHTAT &

(3) Y= AT 1 GEIENT AR BRI H A ekl # Frasiiais B &
TETATCH & ¥ H G A K,

(|) &€ GIaER &1 AW gl o AT
@) AT o Toelifae o T T6Eg So0ad WX

gt 5 & off e & IW Ia T R off 3MUR W 39 9 F 4T
g SR, S oo foh 3Ter ganT el ufshar & 31aR TadT Sra w61
STt & 3N geret & qa-3meer e § yred 6 R S §

Herg WfRg, FHAR 3R Fad T ORA & F
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3.1.14 3TTATCAYURY, 3TENT & 3feffles] ¥ Aldd HaTEE 3R SRATCT-EAT HT ITaegend
wr fAfdse wEm IgAfauly qarn aTs Ag HEUE R T 3y
T S|

3.1.15 TAeROT 3ERICAURY, &0 THT, BRA & o 3Maeds Aeg g AR Hrie
T YeTel M| TIoROT HTATCAURY 30 AR T TG & AeTH 4

3TaeTH TG Feraar 8 BRA I UGled M|

3.1.16 facd & BRA & &g Ud & ®T H FRT 91| BRA HI Tdh 3@ ST
I BRA & & Afd 3R HAAR quislfosd 3R W HH S|

3.1.17 BRHA & HHARELT FeT FRT H3Er:

@) Red T8 HE,

(@) PIS 3T EAAS TARR HLAT T BRA H SR hAT AT 97T &8,
@)  FEAET & NHIS FH TURUT HT,
@ A& 3R 3faa et & o BRA & TeTdl I ATH FATRA T,

(3) ORA @RI SR 6y T Jeel & Iquee & 3T @l F 3R Fed

FLT,

@) BRI & FHEAS IR FEGRT F O ERId =g @l e 3k
ENGICIBRIRC TG

(B) ORA H HrAed G R EaE W Geoll QI 3N IFATCAURY & HH &
el &l 3YIra|

3.1.18 BRH T 3EIET Y HRATT W L/ gRa/aaaRar afgd 3refetor 3k
gemgfaes AT A GAT AT FT T FEM IR FRET & Iaqd &
Tl & o fSFASR gem|

32 A Tl oRA
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3.2.1

322

323

324

A AT BRA A FE&IT, TI 3R d5F

e geaem A& ve e Tl oRA gen, Saer thargsh e afed
AT & QU & W SR & g

wRA3) dRfaga, Far 3R Jfagdr & gaues 3R §AT-98T 9T 37T ganT
ST Rl & TR B HEMHET| BRAGH) & Faad FHweT § fhdr o
IR eFaure & o 3T & RO & S Fehell

el @ fagfFa:

o Talm oRaA 7 3 (A1) FeEg g (i) 37Tt (i) faca @erm 3R (i) Taaw
Ty | AT BEhA & gaee fAcee 3egeT & & A & &er AR fAed
T 3FTATCaun SanT fgera fohar SR, Fdd HeEd & H-™ET @Rl Al
e Smem|

o T BNE F PgFARd @ A Ferr Refefed Awdst @ gf

(@) AT BERAT & gaeer Feerd, BTt st 37eTeT & & & FI |

@) fOcd HeET B T EATCTURT GaRT HFd=l & Yard fewRat & &
e fFar s St AE dErfiedt § AR ug @ AE gem 3R
BRA AT H fAgFd fhar SAem| gACaeny 3T & facd deed &
fAgfFa i geem sah AgfFa & ve doar & R e

@)  TI9T HEEI DI AT aRT ATAT TRl SIRIET| FadT 68 LEICER]
grareler grem S W oo s (TE) ¥ ATl g & g7 gl
TEdd TeET & U9 d 99 AR 3mEer i gease W OfAenua fear
SR AR 3FAIGAR & 1Y IfFdId Siddid el & 9RATd I« T
S|

(&)  IFATCaull I FAREd HEn & w1 o ug 30 e @ 3w & o
RereT =161 &1 Bl
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325

3.2.6

3.2.7

3.2.8

329

3.2.10

@) fador ygAfaurll & ABRTE & Fe&g & T & @FAYFd & U W)
A 38 TR HACAURY & TN FHAR @ P Gl g |

FaT ff PRA & TIdT ST & FIARIT hl AT & HAHo H, SRIBIA ST
AT § FF & FH did (3) AL Ugel TdeT AT fhd T

et & Jog, aees 1 Ak & SR @ R ot BRAE & TodT eE &
g & @rell gl &1 feafa A, o RiFa g &1 dafy @ & (1) # e & AR
e AHADT ford S|

TIROT JTACaURT AT GaRT T FadT HGEd &l A 3TEET garT g
fAfése A T FEm

foraTH Ta0T BRA & GEET FT FRFE, @A 3t 3 =

TIAT &I 39T HIIHR THT a7 fafy & aF a¥ & o 9g aror 3

S T oraar @1 et 1 i & el BRA w1 FTEAT Hedd IANT §
3eTHIC & URETT Teh aY & @R HIhIA & faEar & fod oo ghn:

Ut g o & IS o Tacd Heeg T (3) a¥ & 3 o1 das (65) a¥ # Iy
UTcd @l & 9T, S ) Ugel &, Ue YRUT ST |

BRA & a9 FeEd & 9id Joeh & o W@ FAfhd Yeob @1 R I oA
I S HAY-HHI R AT e@RT @R fhar S & 36[aR fohar S|

BRHA T VT TEET Sl IACauny & e # §, ®RA & §e&g & dar &
U IR EE W IATaul & @y 38 WA & f@gaAt 3R dt gann
il g

BRA  H He&g St ARor gdAfcaudy & fAdser & g 98 3ue
EYTATeROT/cITTIT /AT 9 BRA HT Fe&g =gl M|
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32.11 BRA & T Fe&g @gFd aitarl o Affd &7 & &4 & w7 3= (3) 7=
HT AfCH CH AFIT & Fhal &l fFgFa oy 3y | fauR wd g2
Aifew i [Afdse 3afar & e & Fhar &

32.12 dIg o =hTF Hehel I HeEd & &9 A Fged g fohar Sdem 3iR/ar 9g W

fTREdRar S TW@a T §heR el a9, IfG g AT 9If¥d gidr &:

)

)

()

(a)

(3)

()

(®)

fearforar =mafafta fear s X

el 3y & fod QW g S W, A aAfeaurdy fr A
Afash AT AnfAer &

VY EET & FT H &1 Hd & o NIRNE a1 A8 §7 & 31877 g
W

W AT o 3" R &1 3Ry Fr T W A e & w9 H
qaTIE ¥ 3Hb Rl GATA el h HHTET &

3el RUf 1 gEuAleT a SR # AN SReckdl I ddeli=s Bd &
TETATCH & §9 H G A W,

&g geaagR &1 s g o3, A

AT oY TTeideh &oT &l ST Fedod W

g & R off OcET & 39T ga T FET o UR W U ug F SEr
AT SN, Sid ofeh fob 3T ganT iR Iishar & 3R Faas oid et
ST & 3R ge & qE-3ee AT & ured g R S €

e gfRE, FdEY 3R AT a9 oRA & FF



T 7 USTEATH ITH-99, 3l 8, 2021 671
3.2.13 3TIATCAYURY, 3TENT & 3feffles] @ Aldd HHTEE 3R SRATCT-EAT HT ITaegenc

o fAfdse | ITATCTU GEaRT IaTE AT HEATES IR FUE 3T
AT S|

3.2.14 TACRUT 3ERICAURY, &0 THI, BRA & o 3Maeds Aeg g AR Hrie
T YeTel M| TIoROT HTATCAURY 30 AR T TG & AeTH 4
3TaeTH TG Feraar 8 BRA I UGled M|

3.2.15 3rferor AfFATear (@OIfeTs) BRI & T TRT & T H FI HWM 3R BRA
F gRAT FE=Iar verT HET|

3.2.16 BRHA & FHAARIT et HRT Hr:
@) R 78T F,
(@) FIS I TGS TGUT AT fordl BRHA &l grIR fohdT ST1am 3rafaraT &,
@) FHEAEE & Repls w1 HUROT LT,
@) fadert 3R 3RT et & O BRA & T H AAS FORA H

(3) ORA ERT S0 {6y a8 et & eurelr # 37 @l w7 3R fhar
T,

(T) BRA F HIHAPN IR FRGE F O 3maeTs 3= gl &7 3R v
FLAT|

(@) ORA F Hrdeg T F @@l W IRRATTURT & w & Hel & IFTER
gell g |

3.2.17 BRHA HT eI 39 PRI T Je&A/TeET giua/maarar gfea refeor 3k
gdiee AIFoT T AT ATFTAT FT YANET FEM I FRET F IIqT &
Tl & o fSFASR gem|

BRA T ITESANR THhISS FT A9F TOR
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3.3

34

3.5

3.6

SieTer / T T BRA AR IMESIAR Jaiss & A, 9dT, 3-Hdl 3R ColldleT
dFaY e 3R gociee AfSar @ 3R IgaAfcaury & @l sraedl & aifeq
SISl W b &9 @ quRd fRd SREN| 3R SUHIEART # 3ad Gegd & o
& AegH ¥ gia frar Sem g JfAeaAt & aep ge & 3 (3) A F
TS IATCAURT A=l dedSe] W BRABISSIBNR Thiss & TR & SATTehry
el 0N, fOae AgA § 3UHFAT BRA/BHIAR THhsal & 9 faaxor,
HRA/MESIIR JhIsal @Rl IR 7 9 3meer 3R Ader (afg &g & an 3k
3T GoAdTs T aTRIE ST STeTehRI 9o X Fehdl &

HATCTURT IUMNFANT & T 3TNFAT Rt & fAvea & o farqa gfsear
H Rl g HoaTel THRIT PO IR 3/ Iefaicauny & aFaf FraTerar F
3YcIeY Flel o ATI-TTY YA dgASC A SBAAS el AT T4 |

IIRATCAURY HGNIRTE T Tl oeral 3R @aif 1 @@ wam, a3 Afagat
& d8d 3 FET F Aded A BRA T @REAr & O aeds w®her iR
HAIRAT & AETd 81 AT B 3T ARl & fod gacauny Teh 3eler Rels
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a1e hdtel & fReT off o dus fhar ST Ihar &1 T AT H BRA
& U difdd HIIAEr dlhdTel &l TUTATdRd HT &f S|

@) I RFEdedt BRA ¢arT IIRT T & Af¥T & 39 Rg &
3MITdET BRA EaNT RFId & fFarer & o Rfdse g @ &r
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fa=oT ST AR FET W gaa@T & Fared & o SEAeR g
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sifew & gt 1 aliE § 4 (7) & & MR QU RS A dlsharer & Srdier
T Aatam|
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Advocacy.

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

Chapter-1
Preliminary

RAJASTHAN ELECTRICITY REGULATORY COMMISSION
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11

1.2

1.3

14

1.5

SHORT TITLE, COMMENCEMENT AND DEFINITIONS

Short Title and Commencement

These Regulations may be called the Rajasthan Electricity Regulatory Commission
(Consumer Grievance Redressal Forum, Electricity Ombudsman and Consumer
Advocacy) Regulations, 2021.

These Regulations shall be applicable to all distribution licensees in the "State of
Rajasthan™ in their respective licensee areas including franchisee areas.

These Regulations shall come into force from the date of their notification in the
Official Gazette.

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.

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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9)

h)

)

K)

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.

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.

‘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.

‘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.

'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.

‘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.



702 USTEATA THA-93, 39l 8, 2021 AT 7
I)  “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.

0) ‘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:
(@ 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:

(@  Sub-divisional level - Monetary limit of Rs. 20,000/-
(b) Divisional level - Monetary limit of Rs. 50,000/-
(© 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.



T 7 TSTEAT_TSA-97, 39l 8, 2021 705

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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3.1.14

3.1.15

3.1.16

3.1.17

3.1.18

3.2

3.2.1

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

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.

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.

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.

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.

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.

Corporate Level Forum
Number, Locations and Sittings of Corporate Level Forum

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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3.2.7

3.2.8

3.2.9

3.2.10

3.2.11

3.2.12

Tenure, Remuneration and Other Expenses of corporate level forum

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.

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.

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.

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.

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.

No person shall be appointed and/or be entitled to continue as a Chairperson or

Member, if he stands disqualified on account of his:

having been adjudged insolvent;

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

¢) 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;

¢) 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.



AT 7

TAEATT TA-93, 39 8, 2021 711

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

3.7

3.8

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:

(@  Zonal level - Monetary limit upto Rs. 5,00,000/-

(b) Corporate level - More than Rs. 5,00,000/-

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-l. 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.

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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3.18

3.19

3.20

3.21

3.22

3.23

3.24

3.25

3.26

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.

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.

The proceedings and decision(s) of the Forum shall be recorded and shall be
supported by reasons.

Forum shall issue speaking order and ensure that the grievances is redressed keeping
in view the provisions of applicable Regulations only.

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.

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.

The forum may pass such interim orders, on the request of the consumer as the forum
considers appropriate pending final decision on the Grievance.

The Forum may settle any grievance in terms of an agreement reached between the
parties at any stage of the proceedings before it.

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.

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-11.

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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4.1

4.2

4.3

4.4

4.5

4.6

4.7

Chapter-4
Electricity Ombudsman

Appointment of Ombudsman

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.

The franchisee areas of the respective Discom shall also fall in his jurisdiction.

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.

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

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.

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.

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.

410 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

4.16

4.17

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
The Ombudsman shall have the following powers and duties:

a)

b)

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.

The Ombudsman shall in the first instance act as a counsellor and mediator in
matters which are the subject matter of the Representation.

The Ombudsman shall exercise general powers of superintendence and control
over its office and shall be responsible for the conduct of business thereat.
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.

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

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-111. However,
no Representation shall be rejected by the Ombudsman merely on the ground that it
is not in the prescribed format.

419 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 Assoon 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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4.26

4.27

4.28

4.29

4.30

431

4.32

4.33

Hearing of Representations

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.

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.

The Ombudsman may hear the parties and may direct the parties to submit written
statements of submissions in the matter.

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.

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.

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.

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

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

4.35

4.36

4.37

4.38

4.39

4.40

441

4.42

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.

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.

The Ombudsman shall have the power to impose costs upon either of the parties, as it
may deem appropriate in the circumstances before it.

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.

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.

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.

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.

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.

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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4.43

4.44

4.45

4.46

4.47

4.48

4.49

4.50

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

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.

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.

The Ombudsman shall also furnish a quarterly report to the Commission as per
Annexure-1V of these Regulations.

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.

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

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.

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

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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451

4.52

5.1

5.2

5.3

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

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.

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
Consumer Advocacy Cell

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.

Such a Cell shall be funded by the Commission.

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.

¢) 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

6.1

6.2

6.3

6.4

The Commission shall issue guidelines to operationalise the consumer Advocacy cell.

Chapter-6
Miscellaneous

Repeal and Savings

The following existing regulations are hereby repealed-

a)

b)

Rajasthan Electricity Regulatory Commission (Guidelines for Redressal of
Grievances), Regulation, 2008 issued vide RERC/Secy/Reg. 73 dated 01.03.2008.

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.

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

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

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

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-|
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

N A I

Supply voltage related
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8.

10.

11.

12.

Deficient service

Delay in providing new connection
Reconnection

Change in connected load

Transfer of connection

N N I B

Others (please specify)

Name of the employee/employees (specify employee ID or department) or department
against whom grievance has been filed (if any):

Details of the complainant, facts giving rise to the grievance (if space is not sufficient
please attach separate sheet)

Nature of relief sought from the Forum

List of document enclosed (please enclose copies of any relevant document which
support the facts giving rise to the grievance)

Declaration
a) 1/ We, the Complainant /s herein declare that:
i.  the information furnished herein above is true and correct; and
ii. 1/ 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.

¢) 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-I1
FORMAT FOR FURNISHING QUARTERLY REPORT BY FORUM
Name of the Forum:

Quarter: Financial Year:
Format-I
Sr. Delay_ln Quality Meter Billing Quality
Parameters Restoring of of Others | Total
No. Problems | Problems .
Supply Supply Service

Grievances pending at
1 | the end of previous
quarter

Grievances received
during the quarter

Total grievances
(1+2)

4 Grievances redressed
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during the quarter

Balance grievances to
be attended (3-4)

Within
30
days

Grievances | After
successfully | 30
redressed days
during the along
quarter with
reasons
in brief

Total

Grievances in the
process of redressal

Grievances pending
for more than 30 days
along with reasons in
brief

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-I1

Status of implementation of order of CGRF issued in favour of consumers (during the

current quarter)

Name of
Applicant

Sr. | Case
No. No.

Subject
of the

case in
brief

CGRF
Judgment
No. and
Date

Order
of
CGRF

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-11
Status of pending implementation of order of CGRF issued in favour of consumers
(during the previous quarters)

Order Whether Status of CGRF
Subject CGRF of Time period consumer order/implementation
Sr. | Case | Name of of the | Judgment given in order approached (Provide date of
. . CGRF . .
No. | No. | Applicant | casein No. and in for the compliance in case
brief Date brief implementation | Ombudsman? order is
Yes/No implemented)
Annexure-I111
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:

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):

o1
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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) 1/ We, the Complainant /s herein declare that:
i.  the information furnished herein above is true and correct; and
ii. 1/ 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.

¢) 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-1V
FORMAT FOR FURNISHING QUARTERLY REPORT BY OMBUDSMAN

No.

Represe
ntations
Pending Rep_resen disposed Number
Sr at the tations of after of sittin
" | CGRF Representations Representations disposed of end of disposed 45 days ina g
the of the along uarter
quarter quarter with q
reasons
in brief
Pending | Receive In
at the d In favour favo
start of during TTta of ur of O::e Total
the the Appellant Lice
quarter | quarter nsee

T FaIT HZUMAT, FTI|




