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ORDER 
Sub: "Procedure for Redressal of Consumer Grievance" 

In pursuance to the Rajasthan Electricity Regulatory Commission (Consumer 
Grievance Redressal Forum, Electricity Ombudsman and Consumer Advocacy) 

Regulations, 2021, issued by the Rajasthan Electricity Regulatory Commission, in 

exerçise 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), Ajmer 

Vidhyut Vitran Nigam Ltd. herein after called Nigam, hereby lays down the "Procedure 

for redressal of consumer grievance". 

Clause-1 

SHORT TITLE, COMMENCEMENT AND DEFINITIONS 
The order shall be applicable in all the area of Nigam including franchisee area. 

DEFINITIONS 

1.1 The order has been construed harmoniously with the standard of performance Regulations 1.1
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 standard of performance Regulations of the 

distribution licensees and the Electricity Supply Code Regulations shall prevail. 

1.2 In this order, 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 Nigam (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- 

) any Consumer or Consumers including their legal heirs or successors, having a 
Complaint against Nigam and lodging the same either directly or through their 

representatives; or (i) 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 ii) any Consumer(s)/voluntary 
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. 

consumer 

"Complaint" means any complaint made bya Complainant, either in writing 
including e-mail, online, or verbally over phone if such numbers are specified by 
Nigam for lodging complaints, or by visiting personally to such offices of the Nigam 
which are designated by the Nigam for registering the complaints with the Nigam, 

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 Nigam 
in pursuance of a licence and/or any contract or agreement or under the Terms and 
Conditions for Supply of Electricity-2021 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 

Nigam in providing Electricity Service; or 

ii. 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 this Order 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.
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'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. 

h) 

Electricity Service' includes supply, billing, metering and maintenance of 
clectrical energy to the Consumer and all attendant sub-services and also any other 
service which Nigam is required to provide pursuant to his licence or under any 
applicable law. 

i) 

'Forum' means Forum for Redressal of Grievances of Consumers' to be constituted j) 
by the Nigam in terms of sub-section (5) of Section 42 of the Act and these Order. 

Grievance' shall mean a grievance of the Consumer arising out of the failure of the 
Nigam to register or redress a Complaint, and shall include any dispute between the 

Consumer and the Nigam with regard to any Complaint or with regard to any action 
taken by the Nigam in relation to or pursuant to a Complaint. 

k) 

Internal Grievance Redressal Cell" or "IGR Cel1" means such first authority to ) 
be contacted by the consumer for redressal of his/her Grievance as notified by the 

Nigam 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 Nigam, using same point of supply. 

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). 

o) 

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 Nigam. 

1.3 Words and expressions used and not specifically defined in this orders 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 this Orders or in the Act but defined under 
any law passed by the Parliament applicable to electricity industry in the State, Supply 
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Code and Standards of Performance Regulations shall have the meaning assigned to them 

in such law. 

Clause-2 

INTERNAL GRIEVANCE REDRESSAL CELL 

The Nigam shall have an Internal Grievance Redressal (IGR) Cell to record and redress 

Grievances in a timely manner. The IGR Cell of the Nigam 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 this Order. 

2.1 

2.2 The franchisee in their area should also have such IGR Cell. 

IGR Cell shall issue speaking order and ensure that the grievances is redressed, within 

maximum period of 30 days of filing of the grievance, keeping in view the provisions of 

applicable Regulations only. 

2.3 

2.4 The jurisdiction of the IGR Cell will be : 

Grievances of Non-monetary/general nature such as relating to quality of supply, 

defects in service & Standard of Performance by the Nigam: 

(a) Divisional level Grievance of LT supply consumers of the Division 

(b) Circle (District) level Grievance of HT /EHT supply consumers of the Circle 

(1) 

Grievance of Monetary nature relating to electricity bills, recovery of arrear, (2) 
payment of demand raised by the licensee except the cases covered Us 126 & 135 

of the Act: 
(a) Sub-divisional level - Monetary limit of Rs. 20,000/ 

- Monetary limit of Rs. 50,000/- 

- Monetary limit of Rs. 5,00,000/- 
Divisional level (b) 

(c) Circle (District) level 

A consumer with a Grievance may intimate the IGR Cell of such Grievance in writing 

including through registered post/email/online mode form and manner within the time 

frame as stipulated by the Nigam in its procedures for redressal of Grievances.

2.5 

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. 
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 Nigam at the concerned office (who may or 

may not be the part of the 1GR Cell) shall be deemed to be the acknowledgement 

for the purposes of these Orders. 

c. The consumer may approach IGR Cell for redressal of grievance within 90 days 

from the date of cause of grievance. 

Constitution of Internal Grievance Redressal Cell 

(a) Sub-division Level 

(1) The following shall constitute the forum: 

(a) Chairman The Assistant Engineer of the Concerned 
0&M sub-division. 

(b) Asstt. Revenue Officer/Sub-divisional Member Secretary 
Accountant of the concerned sub-division. 

(c) Junior Engineer (0&M) to be nominated Member 
by the concerned Executive Engineer 
amongst his Division. 

(2) At least 50% members including the Chairman shall constitute the quorum. 

(b) Divisional Level 

(1) The following shall constitute the Divisional level IGR Cell: 

(a) The Executive Engineer (O&M) of the concerned Division Chairman 

(b) Asstt. Engineer (O&M) of the concerned Sub-division Member 

Secretary 
Member 
Member 

(c) Asst. Revenue Officer of the concermed O&M Sub-division 
Representative of the Internal Audit wing posted at the (d) 
headquarter not below the rank of Asstt. Accounts 
Officer and in his absence, AAO of the concerned Circle 
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(for the case the dispute is arising out of Audit objection.) 

OR 
Executive Engineer (M&P) of the area or his 

representative not below the rank of Asstt. Engineer 
(For the cases made out by M&P Wing). 

Member 

OR 
Member Asstt. Engineer (Circle Vigilance) or Asstt. Accounts 

Officer to be nominated by the Vigilance wing 
(For the cases made out by Vigilance wing) 

(2) At least 50% members including the Chairman shall constitute the quorum. 

()Circle (District) Level 

(1) The following shall constitute the Circle 1level IGR Cell 

(a) Superintending Engineer(0&M) of the Circle concerned Chairman 

(b) Executive Engineer of the concerned Division. Member 
Secretary 

Member Accounts Officer of the circle concerned 
Executive Engineer (Comml)/Sr. Accounts officer 
if considered necessary to be nominated by the 

Commercial wing. 
Superintending Engineer(M&P) of the area 

or his representative not below the rank of 
Executive Engineer (for the cases made out 

By M&P Wing). 

(c) 
(d) Member 

Member 

OR 

Any Officer of the Vigilance Wing not below the rank 

of AEN to be nominated by Vigilance wing 
(for the cases made out by Vigilance) 

OR 

Member 

Any Officer of I.A. Wing not below the rank of 
AAO to be nominated by IA wing
(for the cases made out by I.A. wing) 

Member 

(2) At least 50% members including the Chairman shall constitute the quorum. 

Reporting Requirements 

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. 

2.6 

2.7 It shall be ensured that grievances are redressed within the Regulatory framework and IGR 
2.7 

Cell passes speaking orders. 



Provided further 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. 

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 

2.8 

Clause-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 

Nigam area of entire zone including the franchisee area. 

The Forum shall have sittings at the Zonal headquarters and/or at any other place in the 
Nigam's area as may be decided by the Chairperson depending upon the number of 

grievances. 

3.1.2 

3.1.3 The Forum(s) shall function as per provisions of the Act, Rules and Regulations framed 
and directions issued by the Nigam from time to time. Any undue hindrance in the 
independent functioning of the Forums can be reported to the Nigam. 

Members of Zonal Level Forum: 
3.1.4 Each Zonal Level Forum shall consist of 3 (three) members:

Chairperson
i) Member Secretary 

Zonal Chief Engineer of the Zone. 
Sr. Accounts officer (CGRF) of the Zone. 

Nominated by the Commission. (ii) Independent Member 

3.1.5 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 the Nigam. 
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Member Secretary, Staff and functioning of the Zonal Level Forum 

3.1.6 The finance member shall act as the member secretary of the Forum. There shall bea 
separate office of the forum. Member secretary and staff of the forum shall work on full 

time basis. 

3.1.7 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 

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 Nigam. 

3.1.8 The Chairperson of the Forum shall exercise general powers of superintendence and 

administrative control over his office including Members/Member Secretary/Staff and 
shall be responsible for the conduct of business of the office. 

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

3.2.1 There shall be a Corporate Level Forum at Corporate headquarter having jurisdiction on 
the entire Nigam area including the franchisee area. 

3.2.2 The Forum(s) shall function as per provisions of the Act, Rules and Regulations framed 
and directions issued by the Nigam from time to time. 

Members of Corporate Level Forum: 

3.2.3 Corporate Level Forum shall consist of 3 (three) members: 

) Chairperson 
(1i) Member 

(i) Independent Member 

Managing Director, Ajmer Discom 
Director (Finance), Ajmer Discom 
As nominated by the Commission. 

3.2.4 By virtue of an appointment as a Member of the CGRF of Nigam, any person shall not 

claim to be a permanent employee of that Niagm. 



Member Secretary, Staff and functioning of the Corporate Forum 

3.2.5 The Superintending Engineer (Commercial) shall act as ex-officio secretary of the Forum 

and shall provide secretarial assistance to the forum. 

3.2.6 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 
do all other acts and things required for the functioning and the proceedings of the 

Forum. 
gThe office of the Forum shall remain open on all working days and shall observe the 

working hours of the Nigam. 

3.2.7 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. 

Procedure for Grievance Redressal 

3.3 The jurisdiction of the Forums will be : 

Grievances of Non-monetary/general nature such as relating to quality of supply, 

defects in service & Standard of Performance by the Nigam: 
(1) 

(a Zonal level - Grievance of LT supply consumers and HT supply 
consumers. 

Corporate level 
Grievance of Monetary nature relating to electricity. bills, recovery of arrear, 
ayment of demand raised by the licensee except the cases covered U/s 126 & 135 

of the Act 

(b) - Grievance of EHT supply consumers 

(2) 

(a) 
(b) 

- Monetary limit upto Rs. 5,00,000/- 
- More than Rs. 5,00,000/ 

Zonal level 

Corporaté level 

3.4 1) A Complainant can approach the appropriate Forum in the following events: 

a) If the Nigam /1GR Cell fails to register a Complaint; or 
b) If the Nigam fails to resolve a Complaint through their Internal Grievance Redressal 

Mechanism in accordance with the Standards of Performance specified by the 

Commission; or 
e)If the Consumer/Complainant is not satisfied with the Redressal of the Complaint 

Cincluding dismissal) even after taking up the issue at the level of division head/circle 

head or appropriate IGR Cell. 



2) The Forums shall receive the Complaint/Grievance in writing including through registered post/email/online mode. The Complaint/Grievance may be submitted in the format given in Annexure-I. However, no Complaint/Grievance shall be rejected by the Forum merely on the ground that it is not in the prescribed format. 3) Nigam 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 Nigam 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. 

3.5 

3.6 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. 

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. 

3.7 

3.8 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. 

A copy of the grievance shall be forwarded within three (3) days of receipt, to the concern Executive Engineer(O&V) designated authorized officer of the Nigam for redressal or to file its reply in writing. 

3.9 

3.10 The Executive Engineer(0&M)/ designated authorized officer of the Nigam 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 Executive Engineer(0&M) in providing such comments, the Forum may proceed on the basis of the material available on record. 
3.11 The Forum shall notify the Executive Engineer(O&M) / designated authorized officer of the Nigam 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 Nigam. The Forum wise link should be available on the website of the licensee. 

3.11 
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A Complainant, Executive Engineer(0&M) or any other person who is a party to any 
proceedings before the Foum 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. 

3.12 

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: 

3.13 

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. 

The Forum may call any officer/any record or information of the Nigam 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 as the Forum may call for. 
The Forum may undertake site inspection or direct the Nigam Officer for the same if 
necessary in the interest of grievance redressal. 

3.14 

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 Nigam Officer or otherwise and after conducting or 
having such inquiry or local inspection conducted as the Forum may consider necessary, -and after affording reasonable opportunity of hearing to the parties, the Forum shall, pass appropriate orders for disposal of the grievance, within a period of 30 days and in any case 
not exceeding 45 days of filing of the grievance.

3.15 

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

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

3.18 The quorum for any sitting of the Forum shall be two (2). Each member shall have one 
vote. If the matter is heard by two members only i.e. Chairperson and Independent Member or Finance Member, then Chairperson shall have a casting vote in case of tie. Where the matter is heard by the Independent Member and Finance Member, the 
Independent Member shall have a casting vote in case of tie. 

3.18 

3.19 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 Nigam. 
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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. 

3.22 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 Regulatións, the Forum may evolve 
procedure conforming to the principles of fair play and natural justice for efficient 
discharge of its functions. 

3.20 

3.21 

3.22 

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. 

3.23 

The concern Executive Engineer(0&M) shall comply with the order of the Forum within a 
month and 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. 

3.24 

Wide publicity of Forums and IGR Cell 

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 Nigam and shall be intimated to the Consumers through their Electricity Bills. Nigam 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. 

Reporting Requirement 

3.25 

3.26 3.26 The Nigam shall submit a quarterly report of IGR cells and Forum 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. 

3.27 The quarterly report should be submitted in accordance with the format as 
specified in Annexure-II 

3.28 The Nigam 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. 

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 

3.29 

Grivance Redressal Forums from time to time. 
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