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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
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), Ajmer
Vidhyut Vitran Nigam Ltd. herein after called Nigam, hereby léys 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

The order has been construed harmoniously with the standard 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 standard of performance Regulations of the
distribution licensees and the Electricity Supply Code Regulations shall prevail.

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;
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¢) '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 Nigam 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
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 '

iii. Electricity Services which are being offered for use to the public in contravention
of the provisions of any applicable law including safety code, rules and
regulations, as prescribed by the competent authorities under the relevant laws or
established through prudent industry practices, and as a result whereof the life and
safety of the human beings, livestock or property is put at risk and endangered.

g) ‘Consumer’ means for the purpose of 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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