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DELHI ELECTRICITY REGULATORY COMMISSION

NOTIFICATION
Delhi, the 8th March, 2018

Delhl Electricity Regulatory Commission (Forum for Redressal of Grievances of the Consumers and
Ombudsman) Regulations, 2018.

No. 11(1453)/DERC/2016-17/5620/2820.—In exercise of the powers conferred on it by sub- section
(2) (r) and sub-section (2) (s) of Section 181 read with sub-section (5) and sub-section (6) of Section 42 of the
Electricity Act 2003, and all other powers enabling it in this behalf, and after previous publication, the Delhi
Electricity Regulatory Commission hereby frames the “Delhi Eleciricity Regulatory Commission (Forum for
redressal of grievances of the consumers and Ombudsman) Regulations, 2018", as follows:
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CHAPTER 1
PRELIMINARY

Short title, commencement and application-

(1) These Regulations may be called the Delhi Electricity Regulatory Commission (Forum
for Redressal of Grievances of the Consumers and Ombudsman) Regulations, 2018.

(2) These Regulations extend to the whole of the National Capital Territory of Delhi and
shall apply in relation to all matters falling within the jurisdiction of the Commission.

(3) These Regulations shall come into force with effect from 1% March, 2018.

Repeal of Regulations-

(1) - On and from commencement of these regulations, the Dethi Electricity Regulatory
Commission (Guidelines. for establishment of Forum for redressal of Grievances of
the Consumers and Ombudsman) Regnlations, 20037, shall stand repealed.

{2) . Notwithstanding such repeal anything done or action taken or purported to have been

' ‘taken, or proceedings initiated under such repealed Regulations, shall be deemed 1o

have been taken under these: Regulations to the extent that the same were not
inconsistent with the Act.

~.(3)  The provisions of these Regulations shall be without prejudice to the right, which the
. consumer may have apart from the rights conferred upon him by these Regulations.

Definitions
- In these Regulations, unless the context otherwise requires:-
(1) “Act” means the Electricity Act, 2003;
(2) “Chairperson” means the: Chairperson of the Forum and shall include the person
designated by the Conimission for the purpose;
2 (3) “Commission™ means Dethi Electricity Regulatory Commission;

(4) “Complainant” means—
i. aconsumer as defined under clause (15) of Section 2 of the Act; or
ii. an applicant for a new electricity connection; or

iil. in case of death of a consumer, his legal heir(s) or anthorized representative ;
or

iv. Any other person claiming through or authorized by or acting as agent for the
consumer and affected by the services or distribution business carried out by
the distribution licensee.

{5} “Distribution Licensee” means any person who has been granted a license to
- distribute electricity under section 14 of the Act by the Commission and includes
deemed distribution licensees.

(6) “Forum™ means ‘Forum for redressal of consumer Grievances’ constituted by
. distribution licensee pursuant to sub-section (5) of section 42 of the Act and these
Regulations; '

{7} “Grievance™ means any fault, imperfection, shortcoming or inadequacy in the quality,
- nature. and manner of performance which has been undertaken to be performed by a
- Distribution: Licensee in pursuance of a license, contract, agreement or under the
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extant SOP . Regulations which are within the jurisdiction of the Forum or
Ombudsman, as the case may be.

(8) “Member” means the Member of the Forum and unless the context otherwise
requires, the expression ‘Member’ shall also include the Chairperson;

(9) “Multi Tasking Staff” means class of employees performing multi tasks as given in
the extant Policy decision of Department of Personnel & Training.

(10) “Ombudsman” means an authority appointed or designated by the Commission,
under sub-section (6) of Section 42 of the Act and these Regulations;

(11) “Representation” means the representation made to the Ombudsman by the
consumer in accordance with these Regulations.

(12) “SOP Regulations” mean the extant Regulations issued by the Commission under
Section 57 of the Act specifying the Standard of Performance of Distribution
Licensee.

4. Interpretation

Words and expressions used but not defined in these Regulations shall have the same meaning as
assigned to it in the Act or any other law framed under the Act.

CHAPTER 1

CONSTITUTION AND FUNCTIONS OF THE FORUM

5.  Constitution of forum

{1) Every Distribution Licensee, shall establish, immediately on grant of Licence but not
later than six (6) months, a Forum to be known as consumer grievance redressal forum, in
short “Porum” for redressal of grievances of its consumers in accordance with these
Regulations.

{2) The Distribution licensee shall display, prominently, the address of the Forum and its
working hours at its offices, website and also print the same in the electricity bill.

{3) Forum shall consist of three members including the Chairperson.

(4) The Chairperson of the Forum shall be the independent member, nominated by the
Commission in terms of sub-clause (1) of Rule 7 of The Electricity Rules, 2005.

6. Qualifications for appointment of Chairperson and Members of the Forum

(1) No person shall be eligible to be appointed to the Forum unless he has the following
qualifications:

(i) Chairperson shall be a person possessing degree in Engineering from a
recognized university, having at least thirty (30) years of experience. He shall also -
have adequate knowledge of Power Sector and have shown capacity in dealing
with problems relating to consumer affairs;

(ii) One Member shall be a person possessing degree in law from a recognized
university and having at least twenty (20) years of experience in handling legal
matlers; :

(iii) One Member shall be a graduate in any field or discipline from a recognized
university, with at least ten (10) years of experience in consumer related matters.

(iv) Age Limit: the age of the applicant on the date of occurrence of vacancy shall be
such that he may be able to serve at least one term of three (3) years at the Forum.
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(2)

3

No person shall be eligible to be appointed as Chairperson of the Forum if he has been
in the service of a Distribution Licensee or in the holding company or subsidiary of
such holding company of a Distribution Licensee at any time during preceding two
(2) years from the date of occurrence of the vacancy:

Provided that for this sub-regulation, the service rendered as a Member of the Forum
shall not be considered as service of a Distribution Licensee.

No person shall be appointed to the Forum or continue to be a member if he suffers
from any of the disqualifications mentioned in Regulation 10 (3) or if he has reached
the age of 67.

Constitution of Selection Committee to select Chairperson and Members of the Forum

Y

(6)

(7)

(8)

The Commission for the purpose of selecting the Members of the Forum, shall
constitute a selection Committee comprising of-

(ay The Chairperson of the Commission ... Member;
(b) The Member of the Commission ... Member;
{c) The Member of the Commission ... Member;
(d) Subject Specialist ... Member;

~The Secretary of the Commission shall be the Convener of the Selection Committee.

-The Subject specialist shall be a member co-opted by the Cominiission.

The quorum of the selection committee shall be two (2). out of which one (1) should
be the subject specialist.

Each member shall have one vote and in case of equality of votes, the Chairperson of

-the Commission or the senior most member of the Commission presiding over the

Committee, as the case may be, shall have a casting vote.

Applications for the post. of the Chairperson or the member of the Forum shall be
invited through public advertisement:

Provided that in case of vacancy for the post of Chairperson, applications shall be.
invited by the Commission and in case of vacancy for the post of Member,
applications shall be invited by the Licensee:

Provided furiher that in case of superannuation or end of tenure of the Chairperson or
the member, applications shall be invited at least six (6) months prior to the date of
superannuation or end of the tenure, as the case may be:

Provided also that in case of occurrence of any vacancy in the Forum for the post of
the Chairperson or the Member, 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 applications for the post of Chairperson shall be scrutinized in the Commission
within one (1) month from the last date for receipt of applications, in the specified
format.

The applications for the post of Member shall be scrutinized by the Licensee, who

- shall submit the separate lists of eligible and ineligible persons to the Secretary of the

Commission, within one (1) month from the last date for receipt of applications, in the
specified format:
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10.

Provided that in case of any anomaly in the lists of eligible and ineligible persons,
submitted by the Licensee, the same shall be referred back to the Licensee for
rectification:

Provided further that the Licensee shall resubmit the rectified list within seven (7
days from the date of making such a reference by the Secretary of the Commission.

The Secretary of the Commission shall process and place the list of eligible persons
for the post of Member hefore the Selection Commiittee within fifteen (15) days.

(10) The Selection Committee shall finalize the selection of the Chairperson or other

Member of the Forum within three (3) months from the submission of the list of the
eligible persons by the Secretary of the Commission.

(11) The Commuission shall convey the selection of the Chairperson or other Member to

the Distribution Licensee.

(12) The Distribution Licensee shall appoint the Chairperson or other Member approved

by the Commission with effect from the date to be indicated by the Commission.

Designating any person to officiate as Chairperson in certain circumstances-

In the event of Chairperson being unable to discharge his functions owing to absence, illness or any
other cause, the Commission may designate any person to officiate as Chairperson for the interim
period, till the day on which the Chairperson assumes his duties, or a new Chairperson is appointed, as
the case may be.

Term of office and conditions of service

(1)

The Chairperson or Member shall hold office for a term of three years from the date he enters
upon his office:

Provided that subject to fulfillment of the conditions of eligibility the Chairperson or Member of
the Forum shall be eligible for reappointment for a second term upto three (3) years and no

a5 further:

(2)

(3)

(4)

Provided further that for the purpose of reappointment, the condition of age limit under
Reguiation 6 (iv) shall not be applicable:

Provided also that no Member or Chairperson shall hold office after attaining the age of sixty
seven (07} years.

The salary, allowances and other terms and conditions of service of the Chairperson and
Members of the Forum shall be such as may be laid down by the Commission from time
to time:

Provided that the salary, allowances and other terms and conditions of the Chairperson and
Members of the Forum shall not be varied to their disadvantage after appointment or
reappoeintment.

Every member of the Forum shall, before entering upon his ofﬁcé, make and subscribe to an cath
in such manner and before such authority as the Commission may direct.

The Chairperson and Member appointed shall devote their whole time to the affairs of the Forum,
and shall not undertake any other work including part-time or honorary basis.

Resignation and Removal of the Members

(1)

The Chairperson of the Forum may, by giving not less than three (3) months notice in writing
under his hand addressed to the Chairperson of the Commission, resign his office:

Provided that the Commission may, after recording the reasons in writing, relax the specified period of
notice.

(2)

The Member of the Forum may, by giving not less than three (3) months notice in writing under
his hand addressed to the Distribution Licensee, resign his office: '
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(3

Provided that the Distribution Licensee shall not accept such resignation without the prior
approval of the Commission:

Provided further that the Commission may, afler recording the reasons in writing, relax the
specified period of notice.

The Commission, in the case of the Chairpersen, and the Distribution Licensee, in the case of
Member may, by order remove from office any member, if he-

(i) has been adjudged an insolvent;
(ii) has been convicted of an offence involving moral turpitude;
(iiiy has become physically or mentally incapable of acting as a member;

(iv) has acquired such financial or other interest as is likely to affect prejudicially his
functions as a member;

(v) has so abused his position as to render his continnance in office prejudicial to the
public interest;
(vi} has been guilty of proved misbehavior:

- Provided-that; no member shall be removed from his office of any ground specified in clauses
{(iv), {¥).or (vi), unless the Commission, has, on an enquiry, concluded that the member ought on
such ground or grounds to be removed.

11. Sl_ecretarv and Staff of the Forum

(1)

e

(6)
(7)

(8)

.- The. Forum shall-with: the approvak of thie Commission, specify the human resource requirement.

: The distributionlicensee-shall; at-all times; provide-human resource requirement to the forumi.e. -

secretarial assistance.and Multi ‘Tasking Staff (MTS}, as approved by the Commission.

The distribution: licensee shall, in consultation with the Forum, appoint/designate one of its
“officers as full ime Secretary, who-shall be at least-a graduate from a recognized University and
shall have at least fifteen -(15) years of work experience as an executive in the middle
management out of which minimum five (5) years experience shall be in carrying out functions
of legal and administrative nature.

‘The- Secretary of the Forum shalt hold office for a term of three years from the date he enters
upon his office:

Provided that subject to fulfillment of the conditions of eligibility the Secretary of the Forum
shall be eligible for reappointment for a second term upto three (3) years and no further.

The additional allowances, if any, payable to the Secretary and supporting staff shall be such as
may be specified by the Commission.

No staff member including the Secretary shall continue in the Forum on attaining the age of sixty
{60) years.

The. Chairperson of  the Forum shall exercise general powers of superintendence and
‘administrative control over his office including Members/Secretary/Staff and shall be responsible
for the conduct of business of the office.
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12,

13.

14.

15.

CHAPTER 01
JURISDICTION AND PROCEEDINGS OF THE FORUM
Jurisdiction of the Forum

(1)  The Forum shall have the jurisdiction to entertain the grievances filed by the complainant with respect to
the services provided by the Distribution Licensee and give such orders and directions as may be deemed
necessary.

(2} The Forum shall entertain only those grievances where the complainant has approached the appropriate
authority of the distribution licensee as specified in the complaint handling procedure in SOP Regulations
from time to time and is not satisfied either with the response of the licensee or there is no response from
the Licensee within the time stipulated therein:

Provided that no grievance shall be entertained unless it is filed before the Forum within three months from
the date the consumer has exhausted the remedy under the complaint handling procedure:

Provided further that the Forum may, for reasons to be recorded in writing, entertain a grievance which
does not meet the aforesaid requirement.

Limitation of Jurisdiction of the Forum

(1Y The Forum shall not entertain a grievance if it pertains to the same subject matter for which any

proceedings before any court, authority or any other Forum is pending or a decree, award or a final order
has already been passed by any competent court, authority or forum.

(2)  The Forum shall not entertain grievances falling under Sections 126, 127, 135 to 139, 142,.152, and 161 of
the Act. ’

(3)  Subject to sub-regulation (1) and (2) above, no grievance shall be rejected by the Forum at any stage,
unless the complainant has been given an oppertunity of being heard.

Process of submission of Grievance

(1}  Every grievance to the forum shall be submitted in writing to the Secretary of the Forum in a format
approved by the Commission: :
Provided that where a complainant is unable to file the gricvance in the approved format, the Forum shall
render all reasonable assistance to the complainant in filing the grievance.

(2} The grievances are to be submitted either in person or through registered post/speed post/ courter service/

. email/ fax.

(3} -+ The Distribution Licensee shall, on its webstte, upload the format approved by the Commission for filing

. < grievances in electronic form.

4) """ All enclosures to such Grievance submitted in electronic form shall be submitted in scanned form.

(53)  The complainant shall enclose a copy of response, if any, from the licensee along with all relevant
documents.
(6  The forum shall not levy any fee for submission of Grievance.

Grievance Handling 'rocedure of the Forom

(1}  On receipt of the grievance, the 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 within seven (7} days of receipt of the grievance.

(2)  Grievances received shall be registered and serially numbered for each year, and shall be referred e.g. C.G.
No. 1/2018, 2/2018...., 1/2019, 2/2(19,... and 50 on.

(3} A copy of the grievance shall be forwarded within seven (7) days of receipt, to the Nodal Officer
designated by the Distribution Licensee for redressal or to file its reply in writing.

(4)  The Distribution Licensee shall, within fifteen (15) 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.

(5)  The Forum shall notify the Distribution Licensee and the compiainant, the date of hearing of the grievance
in writing, giving sufficient advance notice, of not less than five (5) days.



22

DELHI GAZETTE : EXTRAORDINARY Part I}

©)

(7}

(8)

-

- {10)

{11)

(12)

(13)

(14)

A consumer, Distribution Licensee or any other person who is a party to any proceedings before the Forum
may either appear in person or authorize any person to present his case before the Forum and to do all or
any of the acts for the purpose.

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 twe 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.

“The Forum may call for, 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 as the Forum may call for:

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 60 days of filing of the grievance:

Provided that if the: order of the Forum is passed after the completion. of the said period of sixty (60) days,
the Forum shall record in writing reasons for the same.

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

The quoram for the Forum shall be two and each member shall have one vote and in case of equality of
votes, the Chairperson of the Forum or the senior most member of the Forum discharging the functions of.
the Chairperson of the Forum presiding over the meeting, as the case may be, shall have a casting vote.

A certified copy of the order of the Forum shall be delivered to the parties to such order in writing within
seven (7) days from the date of order.

The Forum may, subiject to the Regulation made by the Commission in this regard, award compensation to
the complainaut as it considers just and appropriate in the circumstances of the case.

The Forum may pass such interim orders, at any stage during the disposal of the grievance, on the request
of'the consumer as the Forum considers appropriate pending the final decision on the Grievance:

Provided 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.
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ParT II]
(15)
(16)
(17)
16.

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.

Any complainant aggrieved by orders of the Forum may prefer a representation before the Ombudsman:

Provided that there shall be no right of representation before the Ombudsman against the order issued
under Sub-regulation (16},

Yacancies, ctc, not to invalidate Proceedings

Subject to Regulation 15 (11) no act or proceedings of the Forum shall be questioned or shall be invalidated
merely on the ground of existence of any vacancy or defect in the constitution of the Appropriate Forum.

17. ‘Reasoned Qrders

18.

19.

(1)

{2

(4)

The order passed by the Forum shall set out —

a. issue-wise decision:
h. reasons for passing the order;

c. directions, if any, to the Distribution Licensee or consumer or any other order, deemed appropriate in
the facts and circumstances of the case; and

d. directions to pay such amount as compensation as specified by the Commission in the SOP
Regulations.

Reasons are to be recorded if the final orders are passed on the basis of settlement arrived at between the
parties:

Provided that the settlement arrived at between the parties shall be submitted through affidavit.

Every order made by the Forum shall be a reasoned order and signed by the members conducting the
proceedings:

Provided that where the members differ on any point or points, the opinion of the majerity shall be the
order of the Forum. The opinion of the minority shall however, be recorded and shall form part of the
order:

Provided further that, along with every order, the Forum shall intimate the complainant of the contact
details of the Ombudsman and limitation of time for preferring a representation before the Ombudsman,
Subject to the right of representation before the Ombudsman specified in these Regulations, the orders of
the Forum shall be final.

Supply of certified copies

Any person shall be entitled to obtain certified copy of the orders of the Forum subject to payment of such fee and
after complying with such other terms, which the Forum may direct.

Power to Review

(1)

Any person may file an application for review before the Forum,_upon the discovery of new and important
matter or evidence which, after the exercise of due diligence, was not within his knowledge or could not be
produced by him at the time when the order was passed or on account of some mistake or error apparent
from the face of the record, within thirty (30) days of the date.of the order, as the case may be.
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(2)  An application for such review shall clearly state the matter or evidence which, after the exercise of due
diligence, was not within his knowledge or could not be produced by him at the time when the order was
passed or the mistake or error apparent from the face of the record. The application shall be accompanied

by such documents, supporting data and statements as the Forum may determine.

{3]  When it appears to the Forum that there is no sufficient ground for review, the Forum shall reject such
review application:

Provided that no application shall be rejected unless the applicant has been given an opportunity of being
heard. :

{4}  When the Forum is of the opinton that the review application should be granted, it shall grant the same
provided that no such application will be granted without previous notice to the opposite side or party to
enable him to appear and to be heard in support of the order, the review of which is applied for.

20. Monitoring of the consumer Grievances by Forum

(1)  The Forum will keep a record of consumer grievances reported to it and the results thereof.

(2}  The Forum shall submit the following reports, as per the laid down formats, to the distribution licensee,
Ombudsman and the Commission:

(i)a quarterly report on disposal of grievances within thirty (30) days of the close of the quarter; and
(it)a- yearly report containing a general review of the activity of the Forum, within sixty (60) days of the
close of the year.
CHAPTER IV
‘CONSTITUTEON AND FUNCTIONS OF THE OMBUDSMAN
21. Appeintment 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. The Commission may appoint more than one Ombudsman if so

deemed necessary.
22. General Conditions reparding Eligibility for Appointment

(1)  The Ombudsman shall be a person of ability, integrity and standing, with minimum qualification of a
graduate from a recognized university. He shall also have experience in dealing with problems related to
consumers and shall have minimum experience of at least twenty (20) years in a Group A post. He shall
also have adequate knowledge of pewer sector.

(2)  -Age Limit: the age of the applicant on the date of occurrence of vacancy shall be such that he may be able
to serve at least one term of three (3} years as Ombudsman,

{3} . No person shall be eligible to be appointed as Ombudsman if he has been in the service of a Distribution

. Licensee or in the holding company or subsidiary of such holding company of a Distribution Licensee at
any time during preceding two (2) years from the date of occurrence of the vacancy:
Provided that for this sub-regulation, the service rendered as a Member of the Forum shall not be
considered as service of a Distribution Licensee.

(4)  No person shall be appointed to the Ombudsman or continue to be Ombudsman if he suffers from any of
the disqualifications mentioned in Regulation 26 (2) or if he has reached the age of 67.

_23. Constitution of Selection Commitfee for Appointment of Ombudsman

(1)  The Commission for the purpose of selecting the Ombudsman, shall constitute a Selection Committee
comprising of- )
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a.  The Chairperson of the Commission ... Member;
b.  The Member of the Commission ... Member;
c.  The Member of the Commission - Member;
d.  Subject Specialist Member;

(2}  The Secretary of the Commission sha]l be the Convener of the Selection Committee,

(£)} The Subject specialist shall be a member co-opted by the Commission.

(4)  The quorum of the selection commitiee shall be two (2), out of which one (1) shall be the subject specialist.

(5)  Each member shall have one vote and in case of equality of votes, the Chairperson of the Comnission or

: the senior most member of the Commission presiding over the Cominittee as the case may be, shall have a
casting vote.

(6)  Applications for the post of Ombudsman shall be invited by the Commission, through public
advertisement.

(7} In case of occurrence of vacancy by reason of death, resignation or rermoval, the Commission, shall invite
applications, within one (1) month from the occurrence of any vacancy and in case of superannuation or
end of tenure, the Commission shall do so within six (6) months before the date of superannuation or end
of the tenure, as the case may be.

(8)  The list of eligible persons shall be placed before the Selection Committee by the Secretary of the
Commission within one (1) month from the last date for receipt of applications.

(9}  The Selection Committee shall finalize the selection of the Ombudsman within three (3) months from the
submission of the list of the eligible persons.

24. Designating any person to officiate a5 Ombudsman in certain circumstances

25,

26,

In the event of Ombudsman being unable to discharge his functions owing to absence, illness or any other canse,
the. Commission may designate any person as Ombudsman for the interim period, till the day on which the
Ombudsntan assumes his duties, or a new Ombudsman is designated as the case may be.

(1)

(2)

(3)

(4)

Term_of Office and conditions of service

The term of the Ombudsman shall be for a period of three (3) years from the date he enters upon office:

Provided that subject to fulfillment of the conditions of eligibility the Ombudsman shall be eligible for
reappointment for a second term upto three (3) years and no further:

Provided further that for the purpose of reappointment, the condition of age limit under Regulation 22 (2)
shall not be applicable:

Provided also that no Ombudsman shall hold office after attaining the age of sixty seven (67) years.

The salary, allowances and other terms and conditions of service of the Ombudsman shall be such as may
be laid down by the Commission from time to time:

Provided that the salary, allowances and other terms and conditions of the service of Ombudsman shall not
be varied to the disadvantage of the Ombudsman after his appointment or reappointment.

The Ombudsman shall, before entering upon his office, make and subscribe to an oath in such manner and
before such authority as the Commission may direct.

The Ombudsman appointed shall devote his whole time to the affairs of his office and shall not undertake
any other part-time or honorary work.,

Resignation and Removal

(1)

The Ombudsman may, by giving not less than three (3) months notice in writing under his hand addressed
to the Chairperson of the Commission, resign his office:

Provided that the Commission may relax the specified period of notice.
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(2)  The Commission may, by order remove the Ombudsman from office, if he-
(i)has been adjudged an insolvent;
(il)has been convicted of an offence involving moral wrpitude;
(iiiyhas become physically or mentally incapable of acting as such member;
(iv)has acquired such financial or other interest as is likely to affect prejudicially his functions as a
member;
(v)has so abused his position as to render his continuance in office prejudicial to the public interest;
(vi)has been guilty of proved misbehavior.
(3)  The Ombudsman shall be liable to be removed from his office in the event of any of the disqualifications
mentioned in sub-regulation (2) arising or being discovered:
Provided that, the Ombudsman shall not be removed from his office of any ground specified in clauses
{iv), (v} or (vi) of Sub-Regnlation (2), unless the Commission, has, on an enquiry, concluded that the
Ombudsman ought on such ground or grounds to be removed.
27.  Secretary, Officers and other emplovees

(1)

(2)

G

)

(5)

(6)

The Ombudsman shall be assisted by Secretary, Advisors and supporting Staff as approved by the
Commission.

The Ombudsman shall assess the human resource requirement and submit the proposal to the Commission
for Approval.

The appointment-of the supporting staff other than the Secretary and Advisors shall be made by the
Ombudsman as per:the orders of the Comunission given from time to time for filling up the vacancies.

The Commission may, by order, also specify the other terms and conditions of service of the Secretary,
Advisors and supporting staff.

-~ Qualification for appointment of Secretary, Advisor (Engineering) and Advisor (Law) of the Ombudsman

shall be as under:-

(1) . Secretary to the Ombudsman shall be a graduate from a recognized University having at least
twenty (20) years of work experience as an executive in the middle management out of which
minimum five (5) years experience shall be in carrying out functions of legal and administrative
nature. The Experience of working  in regulatory bodies/local bodies/public utilities and/or
convening meetings of board of Directors in a company or corporation will be desirable.

(i) Advisor (Engineering) to the Ombudsman shall possess a graduate degree in Engineering or
equivalent from a recognized University and shall have at least ten (10) years experience of
working in Power Sector in the middle management level in a reputed organization.

) Advisor (Law) to the Ombudsman shall possess a graduate degree in Law from a recognized
University and shall have at least ten (10) years of experience working as a Legal Advisor to an
organization of tepute. The Experience of working in regulatory bodies/local bodies/public
utilities and/ or convening meetings of hoard of Directors in a company or cofporation will be
preferable.

(iv) Age Limit: The Maximum Age limits for applying for the post of Secretary and Advisors shall
be sixty two (62) years.

‘The selection Committee for the purpose of selecting the Secretary and Advisors, shall be as under—
(a) The Chairperson of the Commission..... Member;
(b} The Member of the Commission  ...... Member;
(c) The Member of the Commission  ...... Member;

{d) The Ombudsman R Member;
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28.

(7)  The Secretary of the Commission shall be the Convener of the Selection Committec.

(8) The quorum of the selection commitiee shall be two (2) and each member shall have one (1) vote and in
case of equality of votes, the Chairpersen of the Commission or the senior most member of the
Commission presiding over the Committee as the case may be, shall have a casting vote.

(%) The appointment of the Secretary, Advisors and support staff, shall be for a period not exceeding three
years in the first instance which is extendable/ renewable for another period of three years at the discretion
of the Commission:

Provided that the Secretary, Advisors and support staff, shall not continue in the office on attaining the age
of sixty five (65) vears.

(10} The Ombudsman shall exercise general powers of superintendence and administrative control over his
office including Secretary/Advisor/Staff and shall be responsible for the conduct of business of the office.

CHAPTER V
PROCEEDINGS AND POWERS OF THE OMBUDSMAN

Powers and duties of the OQmbudsman

(1} Toreceive the representation from a complainant aggrieved by any order of the Forum and consider such
representation and facilitate their satisfaction or settlement by agreement, through conciliation and
mediation between the Distribution Licensee and consumer or by passing an order in accordance with these
Regulations;

(2]  To exercise all the powers as are available to a Forum under these Regulations and to discharge such
functions as the Commission may direct or assign from time to time.

(38)  Toadvise the Commission on redressal of gricvances of the Consumers.
(%) The Ombudsman may, after hearing the Forum or any other interested party, if any, trom time to time,

.. issue such orders, instructions or directions to the Forum for the performance of its functions under these
_._Regulations, as it may deem fit.

29, Fili'ﬂg‘ - of representation before the Ombudsman

(1)  Any complainant, aggrieved by the non-redressal of his grievance by the Forum may himself or through
his authorized representative make a representation to the Ombudsman within one (1) month from the date
of receipt of the order of the Forum in the format approved by the Commission:

Provided that the Ombudsman may entertain a representation beyond one (1) month on sufficient cause
being shown by the person filing the representation that he had sufficient reasons for not filing the
representation within the aforesaid period of one (1) month.

(2)  The Distribution Licensee and the Ombudsman shall, in its website, upload the format as specified by the
Commission.

(3]  The Ombudsman shall not entertain a representation:
(ijunless the complainant has submiited the representation to the Ombudsman in the specified format;
(ti)unless it has been shown to the Ombudsman that (a) the Forum has not redressed the grievance, or (b)
the Forum has not passed an order on the grievance for its redressal within a maximum period of

two (2} months from the date of receipt of the grievance by the Forum:

Provided that a complainant may approach the Ombudsman directly in cases where the Commission
has directed him to do so.

(i unless the representation against an order of the Forum was made within the period set ont in these
Regulations;

(ivyunless the Ombudsman is satisfied that the representation is not in respect of the same subject matter
that has already been settled by the complainant;
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(v)where the representation by the complainant, in respect of the same grievance, is pending in an
P M p P g p 4 ¥
proceedings before any court, tribunal or arbitrator or any other authority, or a decree or award or a
final order has already been passed by any such court, wribunal, arbitrator or authority;

(vi)unless the complainant has deposited in the stipulated manner, an amount equal to one-third of the
amount, that is required to be paid by him in terms of the order of the Forum with the licensee
through DD or through modes as specified by the Commission from time to time and documentary
evidence of such deposit is enclosed with the representation.

Proceedings of the Ombudsman

(1)

(2)

(3)

(4)

- {9)

(6

.

(8)

{9)

Within seven (7) days of receipt of a representation, the Secretary shall send an acknowledgement to the
complainant.

Representations received shall be registered and serially numbered for each year, and shall be referred e.g.
C.G. No. 172018, 2/2018...., 1/2019, 2/2019,... and 50 on.

Within seven (7) days of registration, the Ombudsman shall call for records relating to the representation ‘
from the concerned Forum.

The concerned Forum shall send the entire records to the office of the Ombudsman within fifteen (15) days

from the date of receipt of such notice.

- The Ombudsman may determine the manner, the place, the date and the time of the hearin ¢ of the matter as-

the Ombudsman considers appropriate.

The Ombudsman shall notify- the Distribution Licensee and the applicant who has submitted. the
tepresentation, the date of hearing in writing, giving sufficient advance notice, of not less than seven (7)
days.

Provided that representations filed by applicants who are senior citizens, physically challenged, widows

“and persons suffering from serious ailments shall be listed and disposed of on a priority basis.

A consumer, Distribution Licensee or any other person who is a party to any proceedings before the
Ombudsman may either appear. in person or authorize any person to present his case before the
Ombudsman and to do all or any of the acts for the purpose.

Where any persen who has been a party to the proceedings before the Ombudsman fails to appear on the
date of  hearing as may be fixed on more than two (2) consecutive occasions, in this behalf, the
Ombudsman may decide the Grievance ex-parte:

Provided that no adjournment shall be ordinarily granted by the Ombudsman unless sufficient cause is
shown and the reasons for the grant of adjournment have been recorded in writing by the Ombudsman.

The Ombudsman may reject the representation at any stage if it appears to him that the representation is:

(i) frivolous, vexatious, malafide:
{11} without any sufficient cause;
(i1} there is no prima facie loss or damage or inconvenience caused to the consumer; or

(iv) complicated in nature such that the representation requires consideration of elaborate
docementary and oral evidence and the proceedings before the Ombudsman are not
appropriate for adjudication of such representations:

Provided that the decision of the Ombudsman in this regard shall be final and binding on the consumier and
the Distribution Licensee:

Provided further that no representation shall be rejected unless the applicant has been given an opportunity
of being heard,
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{10] The Ombudsman may hear the parties and may direct the parties to submit written statements of
submissions in the matter.

(11) The Ombudsman shall pass a written order giving reasons for all his findings and award.

{12) The Ombudsman shall pass an award as early as possible but no later than three (3} months from the date
of receipt of the representation:

Provided that where there is delay in disposal of a representation within the said period of three (3) months,
the Ombudsman shall record reasons of such delay.

(13) The order passed by the Ombudsman shall set out —

(111ssue-wise decision;
(ii}reasons for passing the order;
(iii) directions. if any, to the Distribution Licensee or consumer or any other order, deemed appropriate in
the facts and circumstances of the case; and
(iv)directions to pay such amount as compensation as specified by the Commission in the SOP
Regulations.

(14) Notwithstanding the provisions of sub-Regulation (12) above, the Ombudsman may pass such interim
orders, at any stage during the disposal of the representation, on the request of the consumer as the
Ombudsman considers appropriate pending the final decision on the representation:

Provided 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 opporiunity of
being heard.

{15} A certified copy of the order or award shall be sent to the parties within seven (7) days from the date of
order. A copy of the order may also be sent to the concerned Forum for information.

31. FKinality of award

32.

33.

The award or the orders of the Ombudsman shall be final and binding on the parties.
Powers to remand matters to the Forum

(1)

(2)

- Where the Forum has disposed of the Grievance and the order of the Forum is reversed or set aside in the

proceedings before the Ombudsman, the Ombudsman may, if it thinks fit and necessary, by order remand
the Grievance to the Forum.

The Ombudsman may, further direct what issue or issues shall be decided in the grievance so remanded,
and shall send a copy of its judgment and order to Forum from whose order the representation has been
preferred to Ombudsman, with such directions as may be necessary to consider the Grievance and pass
orders accordingly.

Power to Review

(1)

(2)

(3)

)

Any person aggrieved by an order of the Ombudsman, may, upon the discovery of new and important
matter or evidence which, after the exercise of due diligence, was not within his knowledge or could not be
produced by him at the time when the order was passed or on account of some mistake or error apparent
from the face of the record, may apply for a review of such order, within thirty (30) days of the date of the
order, as the case may be, to the Ombudsman.

An application for such review shall clearly state the matter or evidence which, after the exercise of due
diligence, was not within his knowledge or could not be produced by him at the time when the order was
passed or the mistake or error apparent from the face of the record. The application shall be accompanied
by such documents, supporting data and statements as the Ombudsman may determine.

When it appears to the Ombudsman that there is no sufficient ground for review, the Ombudsman shall
reject such review application:

Provided that no application shall be rejected unless the applicant has been given an opportunity -of being

" heard.

When the Ombudsman is of the opinion that the review application should be granted, it shall grant the
same provided that no such application will be granted without previous notice to the opposite side or party
to enable him to appear and to be heard in support of the order, the review of which is applied for.
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34. Powers to call information-
For the purpose of éarrying out his duties, Ombudsman shall have the same powers to call for records or
information as are available to the Forum under sub-Reguiation (8) of Regulation (15).
35. Monitoring of the representations of the Ombudsman

(I The Ombudsman shall keep a record of the represemations reported to it and the resujts thereof.

{2)  The Ombudsman shall send to the Commission, a quarierly report on disposal of the representations within
thirty (30) days of the close of the quarter and a yearly report containing a general review of the activities
of his office, within sixty (60) days of the close of the year.

CHAPTER VI
MISCELLANEQUS
36. General-

(1}  Within one year from the date of notification of these Regulations, every Forum and the office of the
Ombudsman shall develop and install consumer friendly websites for the purpose of e-filing of
complaints/representations. The causelist and orders shall be uploaded at the respective website by the
Forum and office of the Ombudsman.

{2) The Commission may, if it considers necessary in the public interest so to do, publish the reports of the
Ombudsman in such consolidated form or otherwise as it decms fit.

{3} The Commission may by order provide for or clarify any matter on which no provision is made-in these
Regulations or the provision made is insufficient.

{4)  The Forum and QOmbudsman shall exercise such other powers as the Commission may. by order, delegate
from time to time.

(5)  Chairperson and Members of the Forum, the Secretary and the staff thereof, the Ombudsman, the Secretary
and the staff thereof, when purporting to act under any provision of the Electricity Act, 2003 or under any
provision of these Regulations or directions or orders jssucd theie under shall be deemed to be public
servants within the. meaning of Section 21 of the Indian Penal Code. 1860 and Section 2 of the Prevention
of Corruption Act, 1988,

(6)  Suhject to these Regulations, the Forum and the Ombudsman shall be guided by the principies of natural
Justice and shall have powers fo repulate their own procedure.

37. Power to remove difficulties-

If any difficulty atises in giving effect to any of the provisions of these regulations, the Commission may, by

general or specific order, do anything, not inconsistent with the provisions of the Act, which it considers necessary

or expedient for the purpose of removing the difficulties.
38. Inherent powers of the Commission-

Nothing in these Regulations shall be deemed ro limit or otherwise affect the inherent powers of the Commission

+ 1o make such orders as may be necessary for ends of justice ot 10 prevent the abuse of process of the Commission.
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