A.        COMPLAINT HANDLING AND REDRESSAL PROCEDURE RELATING TO DISTRIBUTION AND RETAIL SUPPLY OF POWER
1. The proposed procedure for resolving ‘No Supply Complaints’ seems to be in order.

2. However the time limit restoration of temporary supply in following cases is rather  astonishing, because these are the cases in which large numbers of consumers are affected and as such temporary restoration of supply need to be ensured at the earliest and in no case in more than two hours. 

Therefore ‘Time Limit For Rendering The Service’ from alternate source should be 2 Hours. Besides it should not be subject to ‘wherever feasible’. Restoration of such failure in minimum time is the basic Efficiency Indicator of a Service Provider.  It appears that BSES RAJDHANI is not appreciative of  it that is why in case of ‘Interruptions due to HT Underground Cable faults’ no provision of temporary restoration of power supply has been proposed and a time limit of 48 hours has been proposed. It would mean an excuse for keeping a large section of Dehlites in dark for full two days. It is simply ridiculous. 

It is the primary responsibility of the Service Provider to ensure that alternate supply is available in all such cases where large number of consumers are affected:

· LT overhead / underground mains breakdown.

· Interruptions due to breakdown of 11kv Overhead line.

· Interruptions due to HT Underground Cable faults.

· Interruptions due to Failure of Transformer. 

3. Similarly the approach for resolving ‘Low/High voltage Complaints’ and Voltage 

Fluctuations complaints is also alarming. Low voltage complaints are generally the outcome of indiscriminate loading of the distribution system beyond the optimum limits. The Service Provider is first proposing indulge in this folly and generate the complaint and there after requiring 6 months for augmentation of the system. This is highly objectionable. The Service Provider has to operate the system in such a manner that the system is not loaded beyond the optimum limit and augmentation process is initiated and completed well in time, which is the normal and universally followed practice with all the efficient Distribution Undertakings. 

Provision of 7 days time in case of local problem which can be responsible for Low/High voltage is also not understood. If it is related to a fault in the system 
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responsible to such conditions than it will be a very serious fault and provision of 7 days for its removal is beyond apprehension because such a fault in the first instance can occur due to very poor maintenance or else on account of some accident. Poor maintenance is not desirable and accidental conditions need immediate attention. Thus only 4 Hours time would seem to be reasonable. Likewise voltage fluctuations are the result of very poor maintenance are a fault. For removal of this complaint 4 Hours time period is more than adequate. 

4. 
In case of Metering and Billing Complaints, the time limit for redressal of the complaint of non-energization of New Connection within the time frame displayed has been proposed to be 15 days in case of L.T. /H.T. connections. The time displayed for installation of L.T. connections is ‘Within 7 working days from payment of demand note charges’. Thus a provision of 15 days for redressal of complaint of this time schedule would seem to be irrational, a provision of 3 days would be more than adequate. The time schedule provided for redressal of Billing Complaints appear to be in order, but it need to be provided that ‘Due Date of Payment’ of the bill shall get extended to 7 days after the date when corrected bill is made available to the complainant.   
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B. PERFORMANCE STANDARDS REGULATIONS ( METERING & BILLING ),

(AMMENDMENT) JANUARY 2003

1. Application form for New Connection:

It is heartening to note that efforts have been made to improve the Application form so as to make it more convenient to the consumer. However it appears that either the New Application form has not been attached with this notice or else the improvements detailed in the ‘Note on the Application form of New Connection’ are yet to be incorporated, such as the improvements suggested in note nos. 3,4,5&6 do not find place in the enclosed form.

2. The improved form should clearly depict the conditions in which the connection will be given on L.T., H.T. or EHT voltage.

3. The improved form should also depict the Time Frame and Schedule of charges which will be really very helpful to the consumer.

4. The improved form should be both in Hindi and English so that the consumer can choose one of the two which is more convenient to him.

5. The form can carry a nominal cost but should contain all the above details as also the details of authorities to whom the consumer should contact for prompt energization of his connection, because the Regulations and Schedule of Charges do not reach to general public.

Schedule of charges proposed seem to be reasonable.           

