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TELANGANA ELECTRICITY REGULATORY COMMISSION 
(ESTABLISHMENT OF MECHANISM FOR REDRESSAL OF GRIEVANCES OF 

CONSUMERS) REGULATION, 2026 

No. TGERC/Secy/D.No.406/2026 Date: 03.06.2026 

REGULATIOl'l NO. 06 OF 2026 
Preamble 

The Commission in exercise of the powers conferred under sub section_ (5), (6) and (7) of 

Section 42 read with clauses (r) and (s) of sub-section (2) of Section 181 of the Electricity Act, 

2003 and all other powers enabling ifin that behalf h~d earlier notified the Regulation No. 3 of 

2015 being the Regulation for Establishment ofMechanism for Redressal of Grievances of the 

Consumers(principal regulation), in Telangana Gazette dated 03.10.2015. The first amendment 

to the principal regulation was notified on 24.04.2018 and the second amendment regulation to 

• the principal regulation was notified on 20.03.2021. Based on the quaiterly reports of the bodies· 

that are constituted under the regulation 3 of 2015 and various representations from the 

consumer organisations and other stake holders, the Commission halii recognized the need for 

fresh regulation to be consistent with the changing consumer scenario and in order to streamline 

the functioning of the CGRFs and Vidyut pmbudsman in . the state of Telangana, the 

Commission initiated the process of framing a fresh regulation. 

. [1] 
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2 TELANGANA GAZETTE EXTRAORDINARY [Part II 

Accordingly, in exercise of powers conferred on it under the provisions of Section 181 of the 

Electricity Act, 2003 (Central Act No. 36 of 2003) ·and all powers enabling it in that behalf, the 

Telangana Ele,:tri..:.:ity Regulatory Commission hereby makes this Regulation by repealing the 

Regulation No. 3 .J'i 201.5 (Establishment of Mechanism for Redressal of Grievances of the 

Consumers) and its amendments: 

CHAPTER-I 

SHORT TITLE, COMMENCEMENT AND INTERPRETATION: 

1.1 This Regulation may be calJed the Telangana Electricity Regulatory Commission 

(Establishment of Mechanism for Redrcssal of Grievances of the consumers) Regulation, 

2026. 

1.2 This Regulation shall be applicable to the Distribution Licensees in the state ofTelangana 

in their respective licensed areas. 

I ~3 This Reguh1tion shall come into force from the date of its publication in the Official 

Gazette of the Government of Telangana. 

1.4 This Regulation shall be construed harmoniously with the provisions of the Act. Rules 

and other Regulations of this Commission as amended and in force from time to time. In 

case of any conflict or inconsistency in this Regulation with the provisions of the Act, 

Rules and other Regulations of this Commission, the latter shall prevail. 

1.5 DEFINITIONS: 

[n this Regulation, unless the context otherwise requires: 

a. "Act" means the Electricity Act, 2003 (Central Act No. 36 of 2003) as ~ended and in 

force from time to time; 

b. ..Commission" means the Telangana Electricity Regulatory Commission. 

c. ''Complainant"' is a person who has a grievance and includes the following. 

J. A consumer as defined in sub-section ( 151 of section 2 of the Act; 

tt. An applicant for a new connect.ion; 

iii .. ".~•l registered consumer association under any law: 

6v. An)' unregistered association o-r a group of consumers, where the consumers bJve 

• common or similar interests~ 

'It. u:ga) heir(s) or representative(s) of a deceased consumer; or 

~n Any person who is a tenant or a lessee of a premises, or any person who is in 

oc.cupation of any premises, where the service connection is in the name of owner 
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of the premises and the electricity supplied by the licensee through that service 

connection is consumed by the tenant, lessee or person in occupation, as the case 

maybe. 

d. ''Grievance" means any fault, imperfection. shortcoming or inadequacy in the quality, 

nature and manner of performance which is required to be undertaken by a distribution 

licensee under the Act or has been undertaken to be performed . by a distribution 
I 

Licensee in pursuance of a licence, contract. agreement or under the Electricity Supply 

Code or in relation to standards of performance of distribution Licensees as specified 

by the Commission and includes billing disputes of any nature and also includes matters 

related to safety of the distribution system or having potential of endangering of life or 

property. 

e. "Forum,. means the forum for redressal of grievances of consumers required to be 

established by a di_stribution Licensee as per the provisions of this Regulation made 

under sub-section (5) of Section 42 of the Act. 

f. 

g. 

h. 

..Licensee" means a distribution Licensee who is authorised to operate and maintain a 

distribution system for supplying electricity to the consumers in the supply area of State 

ofTelangana, issued under Section 14 of Act, 2003. 

.. Ombudsman/ Vidyut Ombudsman" means an authority appointed or designated as 
such by the Commission under sub-section (6) of Section 42 of the Act. 
''Representation" means a representation made to the Vidyut Ombudsman by the 

complainant in person or on behalf of such a complainant who is aggrieved by the 

Qutcome of the Fonim's proceedings in respect of his/her grievance or non-redressal 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. 

Interpretation 

1.6 Words and expressions used and not defiped in this Regulation but defined in the,,Act, 

shall have the meanings respectively assigned to them in the Act. 

1. 7 Words and expressions used and not defined in the Regulation and the Act. shall have the 

meanings generally assigned to them by custom or usage in the electricity industry as the 

context requires or as defined under any law passed by the state legislature and applicable 

to the electricity industry. 

3 
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CHAPTER-2 

CONSUMER GRIEVANCES REDRESSAL FORUM (CGRF) 

2.1 Every distribution Licensee in exercise of powers conferred under sub-section (5) of 
, 

Section 42 of the ~ct, within six months, from the date of coming into force of this 

Regulation or from the date of grant of distribution licence or from the date of 

colJlmencement of functioning as a distribution licensee pursuant to any further transfer 

scheme, as the case may be, shall establish two or more Forums .for redressal of 

grievances of complainants in accordance with this Regulation. 

2.2 Number of Forums, Location and Jurisdiction. 

2.2.1 Each distribution licensee in the state shall establish two or more Forums within its 

area of supply, unless otherwise directed or permitted by the Commission from 

time to time. 

2.2.2 The jurisdiction and location of each Forum within the area of supply of a 

distribution licensee shall be such as may be notified by the distribution licensee 

with the prior approval of the Commission. 

2.3 A Forum shall conduct at least one sitting in each week m its jurisdiction and all 

grievances shall be redressed within the time-limit specified in this Regulation. The 

Forum shall ensure that it considers all grievances especially relating to billing disputes, 

non-supply, delay in release of new connection/service, disconnection and re-connection, 

change of category, change of riame or address and quality of supply as per Standards of 

-Performance spei:~-ed by,'the Coriiroission, even if.it-receive$ them through letters. e.; 

mails or any other electronic form as recognised by the Information Technology Act, 

2000. 

Appointment and Removal of Members 

2.4 Each Forum shall consist of a Chairperson, a Technical Member and a Finance Member. 

The Chairperson. Technical and Finance Member(s) shall be appointed by the Licens~e 

as laid down in this Regulation at clause no.2.10. 

Independent Member 

2.5 The Licensee shall associate -a representative of registered non-profit consumer 

association as specified in clause 2.6 (d) as an Independent Memb~r. He shall be 

appointed by the Commission. 
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2.6 The Chairperson or the Members to be selected shall meet the following criteria: 

a) Chairpenon: 

The person shall be a retired District Judge or a retired Judicial Offict:t 

having 20 years of service in the State of Telangana; or a retired Chier Engineer 

(Electrical) / Chief General Manager (Electrical) of a Distribution / Trartsntission 

Licensee having 20 years of experience in the State of T~hmaana; or a retired Chief 

General Manager (Accounts Services) of a Distribution Licensee having 20 years 

of experience in the State ofTelangana; 

Serving officers holding any of the above-mentioned positions are also 

eligible to apply, 

Provided that the officers holding / retired from the post of Chief Engineer 

(Electrical)/ Chief General Manager (Electrical)/ Chief General Manager ( Accounts 

Services) on 'In-charge' basis, possessing the prescribed experience, shall also be 

eligible to apply." 

Provided further that such of the officer shall not be holding any of the 

positions as on the date of joining. 

b) Technical Member: 

The person shall be a serving officer either regular / in charge of the 

Licensee, not below the rank of a Superintending Engineer or equivalent, with at 

least 15 years of experience with a distribution licensee. 

c) Finance Member: 

The person shall be a serving officer either regular./ in charge 9f the 
.. . ' . 

Licensee, not below the rank of General Manager (Finance/ Accounts) with at least 

t 5 years of experience with a distribution licensee. 

d) Independent Member: 

The person shall be a representative of a registered society or Non­

Governmental Organisation (NGO) or a registered consumer organization having 

one of its main objectives as consumer protection or a registered association of 

commerce or industry, with at least five years of standing and the representing 

member shaJI have five years of experience in consumer -related matters. 

Provided that a person applying/or the post of Independent Member of the 

Forum shall not have been in the employment in any capacity under. or agen,y of. 

the Distribution Licenseefor a minimum period of three (3) years prior to being 

5 
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appointed as an Independent Mefflber of the Forum. The applicant should also meet 

the requirement as specified in the notifictillolt, 

2. 7 The members of the Forum shaJI be persons of experience, abiHty, integrity and standing. 

2.8 The Chairperson and the TeclirucaJ / Finance member shall work full-time and the 

Independent Member shall attend the sittinas or hearings of the Forum. 

Provided that the Commission may consider ii necessary, convenient for 

consumers or expedient to do ,'tCJi direct that the sittings or hearings of the Forum shall 

be held on such tidy$ of othfJt holidays for any class of cases I consumers as may be 

directed. 

Pmvidedfutther that the Licensee shall accofdingiy notify the working days and 

hours of the Forum so adjusted as to comply with the directions oftlie Commission. 

J, 9 The distribution licensee for the purpose of empanelling the Chairperson shall constitute 

a Selection Committee cottsisting of: 

a) The Chainnan & Managing Director of the concerned Distribution Licensee -

Cha irpcrson; 

b) The Director (Human Resource Development) of the concerned Distribution 

Licensee- Member; 

c) Any other Director of the concerned Distribution Licensee nominated by the 

Chairman & Managing Director of the concerned Distribution Licensee -Member; 

The Selection Committee shall recommend a panel of two (2) names for vacancy of 

Chairperson referred to it. 

2. 10 ( a) The distribution licensee shat I submit to the Commission a panel of two (2) names for 

Chairperson as recommended by the Selection Committee. The distribution licensee shall 

appoint the Chairperson selected by the Commission from the panel submitted by the 

Licensee; 

(b) The distribution lic~see shall post Technical Member and Finance Member from its 

serving officers meeting the criteria prescribed under clause 2.6. (b) & (c) respectively. 

2.11 Chairperson or Independent Member of the Forum shall hold office for a period not 

~xceeding three (3) years or till attaining the age of 65 years; whichever is earlier. The 

Chairperson and Independent Member shall not be eligible for any extension of term or 

for re-appointment-;-
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The Chairperson and Independent Mc;mber may relinquish their office hY, giving 

a prior notice of not less than three (l) mpnths in writing to the appointing authority. 

The Technical Member ind Finance Member shall not hold office ·of CGRF, 

after he/she ceases to be the Officer of the Licensee. 

2.12 A person applying for the post of Chair,e.rspn slloyJd have ~tt11in~<t ~ miqimu~ ~ge of 

fifty~five (55) years and should not h@vo a«ilined the 01qimum age of sixty-three (63) 

years as on the date of notificadon of the vacancy . 

. 2.13 No person shall be appointed and / or be ~nti\Ied to continue as a Chairperson or a 
Member if he/ she stands disql.Jalitied OQ account of his/ her: 

a) Having been adjudged an insolvent; 

b) Having been convicted of an off'cmce which, in the opinion of the Licensee. invQ)vcs 

a moral turpitude; 

c) Hqving become physically '1f mentally in~pable pf acting as such a member; 

d) Having acquired iµch financial 4>r otJi~r interest ~ is likely to affect prcjuJ.iicially 

his / her functions M a Chairpemon QJ' a Membe.r; 

e) Having so abused his / hor position as to r~nder his / her continuance in office 

prejudicial to public interest; 

f) Having been guilty of prnved misbehaviour; 

g) Refusal or failure, without r~9nable cause to discharge the functions for a period 

of at least thre.e months; or 

h) Ceases to fulfil any of the conditions of his appointment.as a Member. 

2.14 The Chairperson Qr a. Member shall not be removed from office by a Licensee on any of 

the grounds set out in clauae No,2.13 (a) to (h) unless the Commission upon its own 

motion or upon receiving a complaint or a report from the Licensee or any other person, 

and upon conducting inquiry or causing such inquiry to be conducted by such persons 

and in such manner as it considers fit and expedient, and after hearing the Chairperson 

or Member concerned, has directed the removal of the Chairperson or a Member from 

the office. 

2.15 The Licensee shall ensure that no post of the -Chairperson or a Member other than 

jm!epende11t member in the Fo~ remains vacant for a period exceeding thirty days . .. , 

7 
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Explanation; 

f'or- ll•e purpQsc qf th~ cl"-...rf, the Licensee shall ensure that the Selection Committee 

m~ets Qt l~t 4J dQJIS bem th~ likely vacancy or vacancies so as to meet the time limit 

qf JO d'1)1s- and f-'<Jmpl~te the process of appointment well in time. In case of death or 

resigm:flinn ar rernoWII or in any other situation, th'd.• Licensee shall take steps 

i1Rmf¾iia1ely to convene the meeting of the Selection ComMitt~e and 1tot later than one 

m~nth by simultan~ously rele~ilfg the advertz'sement of vacancy or vacancies. 

Office of CGRF, RemUJwratjog_,I other HPensH 

2.16 The Ch~irpersQn ,hall be entitled to a consolidated monthly remuneration of Rs. 1,20,000 

d\lring the flo;t Y'8r of service, Rs, 1,35,000 during the second year of service, and Rs. 

l ,50,000 during the third year of service, wit;tiout any deduction on account of pension 

from such remuoeration, Tho n,muneration comprising of sitting fee or other allowances 

of the Independent Member shall be decided by the Commission from time to time and 

the same shall be borne by the Licensee. 

2.1? The terms 1ma condition~ ofiervice ofa Member of the Forum who is in the employment 

of a Licensee n,ay be gave.mod by the tenns and conditions of his / her employment with 

such a-Licensee. The Technical/ l:inan~e Members.hall continue to draw th~ san:ie·salary 

as he / she is entitled to as a regular employee of the Licensee. 

2.18 The Licensee shall provide office space., secretarial support and all other facilities 

required for the efficient functi<ining of the Forum. The terms and conditions of service 

of the staff of the Forum, wherQ such Mtaff are employees of the Licensee, shall continue 

to be governed by their res~tiVQ tonnli and conditions of his / her employment with 

such a Licensee. As far as possible, the location of the office of Forum may be in a place 

convenient to the consW11COi. The Commission will review the performance of CGRFs 

from time to time. 

2.19 The Licensee shall rneet all the expen$OS of the Fonim including the capital expenditure 

of establishment an,d s~tf requir-cd to ~lii\St tho Forum in discharge of its functions under 

thi~ I{.e.Bul,nioo. The ~ipem"twe on the Fonun(s) shall be considered in the Annual 

Revenu~ R.equir~m(!nt (Aa.R.) of the Licensee an~ shall be allowed as a pass•through 

expense. 

Procedural matters 

2.20 The quorum for any meeting or proceedings of the Forum shall be two, and each member 
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shall have one vote. The Chairperson or in his absence the Senior Member present, shall 

preside the meeting or proceedings. In case of equality of votes on any issue or matter, 

the Chairperson, or in his absence the person presiding, shall have the second or casting 

vote. 

2.21 The Chairperson shall have the general powers of superintendence and control over the 

Forum. 

2.22 In the event of one of the Members dissenting, the order passed by the majority along 

with the reasons given by the dissenting Member shall form part of the order of the 

Forum. Such dissenting order shall also be communicated to the parties concerned. The 

total order. comprising of the majority decision as well as the dissenting view on the 

grievance of the consumer has to be treated as an order of the Forum. 

2.23 The Independent Member $hall have access to all the complaints with the right to 

participate in the deliberations, meetings and proceedings of the Forum that may be held 

to deal with the complaint(s). The Independent Member shall not have any right to vote 

but views expressed by him/her shall also be communicated to the Complainant. 

2.24 All decisions of the Forum shalJ, as far as possible, be unanimous or on the basis of 

decision taken by the majority of the members present. 

2.25 No action or proceeding of the Forum shall be deemed to be invalid by reason only of 

some defect in the constitution of the F oru.m or by reason of the existence of a vacancy 

among its members. 

2.26 The Forum shall comply with such general directions as the Commission may issue from 

time to time in the interest of efficient and effective redressal of grievances in a timely 

and expeditious manner. 

2.27 The Licensee shall from time to time give due publicity about the·Forum and its charter 

through advertisement in widely circulated local newspapers and in such other manner 

as it considers appropriate and as the Commission may direct, from time to time. The 

names of the Chairperson or Members of the Forum and their phone numbers shall be 

displayed prominently at all the offices of the Licensee or on its website which has 

interface with the consumers and shall also be duly published on the electricity bills of 

the consumers. 

G-328/2. 
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Reportine, Requirements 

2.28 The Forum shall submit a quarterly report on disposal of grievances including non­

impleme,,ced orders by the Licensee to the Commission, Vidyut Ombudsman and 

Licensee. 

The Licensee shall also furnish a quarterly report to the Commission containing 

a list of non-implemented orders passed by the Forum together with the reasons thereof. 

The reports shall be submitted within 15 days of the closure of the quarter to 

~Nhich it relates to. 

2.29 The quarterly report shall be submitted in accordance with the format as specified in 

ANNEXURE IJI of APPENDIX I. 

2.30 The Forum shall also furnish a yearly report containing a general review of the activities 
of the Forum during the Financial Year to the Licensee, Commission and Vidyut 
Ombudsman. 

The Licensee shall also furnish a yearly report to the Commission containing a 

list of non-implemented orders passed by the Forum together with the reasons thereof. 

The reports shall be submitted within 20 days of closure of the Financial Year to 

which it relates to. 

Presence of grievance I andllng mechanism preceding the forum 

2.31 For expeditious resolution of the complaints of a Complainant, any mechanism existing 

within the Licensee, other than the Forum established under this Regulation, may be 

retained. The c;eation of the Forum shall not debar _a Complainant from settling his / her 

complaints through such internal mechanism. 

Provided that the Complainant shall have the right to approach the Forum 

directly in respect of matters falling under the jurisdiction of the Forum. 

Classification on prioritization of grievances 

2.32 /l ~-r- ali i!' possible and practical, the grievances shall be prioritized for redressal based 

on the folk wing priority order: 

a) Non-Supply; 

l>) Re-cormection of supply after receipt of dues by Licensee; 

c:) Disconnection of supply; 

c.l) Meter• related issues; 
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e) Billing-related issues; 

f) Standards of Performance related issues; 

g) Change of category or change of name or address of a consumer~ 

h) Release of a new connection; or 

i) Other issues 

Provided the Forum shall ensure the disposal of all grievances within the time limit 

specified in this Regulation. 

Process for submission of grievance 

2.33 The Complainant may submit his/ her grievance to the appropriate Forum under whose 

jurisdiction his / her connection exists or a connection has been applied for The 

Complainant may also submit his / her grievance at the nearest complaint-receiving 

centre, if established by the Licensee. The grievance may be submitted in person, through 

post, e-mail or any other electronic form as recognised by the lnfonnation Technology 

Act, 2000. 

2.34 Each distribution licensee, shall create a web portal and / or mobile application for the 

CGRFs within its area of supply, to facilitate the Complainants to lodge their grievance 

online and to track the status of the same. The Complainants can also lodge their 

grievances tb:i'ough the web portal and/ or mobile application and also can track the status 

of his complaint. 

2.35 All complaint-receiving centres shall accept the grievances from Complainants falling 

within the jurisdiction of the Forum. The grievance so received along with other 

supporting documents shall be forwarded to the relevant Forum within three working 

days from the date of receipt. 

2.36 The grievance shall be submitted as per the format specified in ANNEXURE I of 

APPENDIX T: 

Provided that the Forum shall take cognizance of any grievance submitted 

based on the merit of the case and may not reject any grievance for the sole reason of it 

not having heen suhmitted in the format specified. 

2.37 The Complainant shall be issued an acknowledgement of the receipt of grievance 

including the contact details of the Forum hy the complaint receiving centre. In case of 

submission of the grievance in person, the acknowledgment shall be issued immediately. 

In case of receipt of grievance by post, email or any other electronic form as recognised 

11 
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by the Infonnation Technology Act 2000, the acknowledgement shall be despatched 

latest by the next working day. 

Limitations/ Preconditions for sob mission of grievance 

2.38 The Forum o,ay reject the grievance at any stage under the following circumstances: 

a) Where proceedings in respect of the same matter or issue between the same 

Complainant and the Licensee are pending before any court, tribunal, arbitrator or 

any other authority, or a decree or award or a final order has already been passed by 

any such court, tribunal, arbitrator or authority as the case may be; 

b) WherecasesfalluriderSections 126,127, l35to 139, 152,and 161 oftheAct; 

c) Where the grievance has been submitted two years after the date on which the cause 

of action arose or ceases to continue, whichever is later. 

d) In the cases, where grievances are 

Process 

• fiivolous, vexatious, malafide; 

• without any sufficient cause; or 

• where there is no prima facie loss or damage or inconvenience caused or to 

be caused to the Complainant or the consumers who are represented by an 

association or group of consumers. 

Provided that no grievance shall be rejected in writing unless the 

Complainant or Association of persons has been given an opportunity of being 

heard. 

2.39 The Forum shall forward a copy of the grievance to the concerned officer of the Licensee 

or the aepartment named in the grievance ("respondent party"). 

2.40 The respondent party shall furnish paragraph-wise comments to the Forum on the 

grievance with~n five days (grievance related to non-supply, Re-connection aftet 

payment of dues or disconnection) or 20 days (all other grievances) of the receipt of the 

grievance copy, failing which the Forum shall proceed on the basis of the material 

available on record and pass the order as it deems fit. 

2.41 The Forum may call for any record from the respondent party or from the Complainant 

as is relevant for examination and disposal of the grievance, and both the parties shall be 

under an obligation to provide or furnish such information, document or record as the 

Forum may call for. Where a party fails to provide or fumish ·such information, document 
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or record and the Forum is satisfied that the party in. possession of the n:cord i8 

withholding it deliberately, it may draw an adverse inference. 

2.42 The Forum may also direct the Licensee to undertake an inspection or engage a third 

party to undertake such inspection with regard to the grjevance, as may be required for 

expeditious redressal of the grievance. The Forum can also engage a third party (other 

than the Licensee) at the instance and request of the Complainant, to undertake an 

inspection and obtain an independent repon. The Forum shall record the reason& fbr the 

need for such third-party inspection, which should generally be resorted to rarely and 

keeping in view the special circumstances of a case. The expenses of such third-party 

inspection, except expenses of inspection at the request of the Complainant, shall be 

borne by the Licensee, and to the extent reasonable and justifiable, such expenses shall 

be al lowed as pass through expense in the determination of tariff in accordance with tht 

relevant Regulations of the Commission. Where an inspection is taken up at the request 

of the Complainant, the expenses shall be deposited in advance by him/her, which may 

or may not be refunded by the Forum depending on whether the grievance is found to be 

of substance or not. 

Provided that any inspection shall only be with a norice tO the complainant and 

he shall have a right lo be present at the time of inspection. 

2.43 The Forum may call the concerned officer of the Licensee for discussion in suitable cases 

for redressal of the grievance filed before it. In case the matter is settled ·in discussion 

between the Licensee and the Complainant, it may be recorded as a decision and 

communicate it to the Complainant and the Licensee by an order of the ~onim. 

2.44 Where the Forum considers it necessary that the Complainant and the concerned officer 

of the Licensee are required to be heard for redressal of the grievance, the Forum ah•ll 

call the Complainant and the concerned officer of the licensee with the details of the case 

and documents, if any, as may be necessary. 
. . 

'2.45 A Complainant, distribution Licensee ot any other person who is a party to any 

proceedings before the Forum may either appear in person or authorise any person in 

writing to present his / her case before the Forum and to do all or any of the acts for the 

purpose. 

2.46 Where the Complainant or the Licensee or their representatives fail(s) to appear before 

the Forum on the date fixed for hearing on more than two_ occasions, the Forum may 
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decide the grievance ex-parte on the basis of material available on record and may also 

impose the costs as the Forum may deem it appropriate. 

2.4 7 No adjournment shall ordinarily be granted by the Forum unless sufficient cause is shown 

and the reasons for grant of adjournment have been recorded in writing by the Forum. . 

Provided that no adjournment shall be granted after giving two opportunities 
to the Complainant and the Licensee. 

2.48 The Forum shall be guided by the principles of natural justice strictly, and subject to the 

other provisions of this Regulation. The Forum shall have the powers to regulate its own 

procedure. 

Issue of Order 

2.49 On receipt of the comments from the Licensee or otherwise and after conducting or· 

having such in_quiry or local inspection conducted as the Forum may consider necessary 

or expedient, and after .affording a reasonable opportunity of being heard to the parties, 

the Forum shall take a decision by a majority of votes of the members of the Forum 

present and in the event of equality of votes, the Chairperson, or in his absence the person 

presiding, shal I have a second or casting vote and pass an order in writing as it deems fit. 

The views of the Independent Member shall form part of the decision-making process. 

However, he has no voting right in the decision-making process. 

2.50 Where after the completion of the proceedings, the Forum by majority is satisfied that 

any of the allegations / facts contained in the grievance are correct. it shall issue an order 

in writing to the Distribution Licensee directing it to do one or more of the following 

things/acts in a time-bound manner. namely: 

a) Remove the cause of grievance in question; 

b) Return Lo the Complainant the undue charges paid by the Complainant along with 

simple interest. at 9% per annum for the period for which the undue charges were 

withheld by the Licensee; 

c) May direct the Lic<:;nsee in exceptional grievance(s)/case(s), to pay such amount as 

may he awarded by it as compensation to the Complainant for any loss or injury 

suff crcd by the Complainant owing to the negligence of the Licensee. While 

awarding compensation, the Forum may consider the Standards of Performance 

notified by the Commission or may awar:d reasonable compensation as the Forum 

. deems appropriate to the Complainant in the facts and circumstances of the 
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case(s)/grievance(s); 

Provided that where the compensation awarded is attributable to the 

ma/a.fide action of the employee or employees, such compensation shall be 

recovered.from the salary ot salaries of the employee or employees responsible fur 

such ma/a.fide action in proportion to their salaries by the Licensee(s). 

d) May direct the Distribution Licensee to initiate departmental disciplinary 

proceedings against the employee or employees in the facto; and circumstances of 

the grievance or case; or 

e) May direct the Distribution Licensee to pay the cost to the complainant m 

exceptional grievance or case. 

2.51 The proceedings and decisions of the Forum shall be in writing and shall be supported 

by reasons and the License·e shall implement the decisions and orders made in favour of 

the Complainant. The order shall be a reasoned order and signed by the members 

conducting the proceedings. Where the members differ on any point or points, the 

opinion of the majority shall be the Order of the Forum. The opinion of the minority shall 

be recorded and forms part of the Order. 

2.52 Where the grievances relate to non-supply, .re-connection on payment of dues or 

disconnection of supply, the Forum shall pass the orders as early as possible not ,later 

than 15 days of filing of the grievance and in case of other grievances, the order shall be 
\ . 

passed within 45 days of filing of the grievance. 

Provided that in the event of grievance being disposed of after fifteen (15) 

days or.forty-five (45) days as the case may be, the Forum shall record in writing. the 

reasons for the same at the time of disposing of the said grievance and inform the Vidyut 

Ombudsman. 

2.53 The order passed by the Forum shall be communicated with in five (5) working days to 

the Complainant and the Licensee. A certified copy of every order passed by the Forum 

shall be delivered to the parties. 

Explanation: 

The order copy comprising of the majority order and minority view apart from the views 

uf the Independent_ Member duly certified by an officer of the Forum and so 

communicated shall be neatly typed a~d printed legibly using line spacing of0.5" and 

p,-inted 011 hoth sides of the paper in either English or Telugu . 
I 
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2.54 The Licensee shall comply with the order of the Forum within 21 days from the date of 

receipt of the order. In exceptional cases, the Forum, upon the request of the Licensee, 

may extc:nd the period for compliance of its order for a period not exceeding three 

months for network related issues and fifteen days for other issues. 

Provided that the order directing the payment of ·ompensation as specified in 

Standards of Performance Regulation issued and amenJed from time to time under 

section 57 of the Act shall be implemented within the time prescribed therein. 

2.55 The concerned officer of the Licensee shall furnish a compliance report of the. order of 

the Forum within seven days from the date of compliance, to the Forum and to the 

Complainant. The Fornm shall keep a record of the compliance of its orders and review 

the same every month. 

Cpmpensation for non-compliance of the Order of Forum 

2.56 The Licensee or any officer of the Licensee responsible for compliance/implementation 

of the order of the Forum shall do so within the time stipulated in this Regulation failing 

which the Licensee or the officer concemed, as the case may be, shall be liable to pay 

the compensation as directed by the Forum for non-compliance of its order. 

2.57 Where there ~s inact~on on part of an employee or several employees based on hierarchy 

of posts who ha,;;. to sanc.tion implementation of the Forum's order, then. all such 

employees, shall be liable to pay compensation as directed by the Forum for non-

• compliance of order of the Forum to the Complainant, in proportion to the salaries 

drawn by them from the Licensee within. a period of two weeks from the date of receipt 

of the compensation order of the Forum. 

2.58 The Forum may issue a notice either suo•motu or at che instance of Consumer / 

Complainant for non-complianee of its order(s) within the due date pr~scribed in this 

Regulation to the employee/employees cQncemed including the. Director(s) concerned 

and the Licensee. After giving an opportunity ofbeini heard, the Forum is satisfied that 

there was no reasonable cause for not complying with its order(s), it may award 

compensation up to a sum of Rs.25.000/~ (Rupees Twenty-Five Thousand) for each 

non-compliance to the consumer/ complainant. In case of a continuing failure, with an 

additional compensation which may ex.tend to Rs. l ,000/. (Rupees One Thousand) for 

every day during which the failure continu@fi after non~compliance of the first such 

dfrection. 
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Provided that the Forum may also direct the Licensee to recover the 

compensation payable to the consumer/complainant for non-compliance of its order{s) 

from the salary/salaries of the employee/employees who is/are found to be responsible 

for non-compliance without reasonable cause within the due date prescribed in this 

Regulation. The Licensee shall recover such compensation imposed by the Forum from 

the salary/salaries of the concerned employee/employees including Director(s) and pay 

such sum to the consumer/Complainant. 

Provided further that where the Licensee does not recover .such compensation 

from the concerned employee/employees including the Director(s) but makes the 

payment to the consumer/complainant, such sum shall not be allowed by the 

Commission while approving the Annual Revenue Requirements (ARR) Filings for 

subsequent Financial Year and the Licensee shall forego such amount of revenue. 

2.59 Where the complaint is found to be malafide by the Forum, the Licensee shall be 

entitled to invoke the Terms and Conditions of supply as notified by it for recovery of 

the amounts, if any due to it. The Licensee and its Officer(s) have to strictly adhere to 

the procedure as has been spelt out in the Act and Regulations made for this purpose by 

the Commission. 

2.60 In addition to .award of compensation, the Forum shall also inform the Commission 

regarding the non-compliance of its order(s}. 

2.61 For Non-compliance of the Forum's order, the Commission may also initiate th~ action 

under the provisions of the Act. 

Explanation: 

The initiation of action by the Commission may be either suo-motu or upon a complaint 

made in accordam:e with the Conducl of Business Regulation notified by the 

Commi.vsion. 

·special provision Interim Orders 

2.62 Upon request of the Complainant, the Forum on the matters on which it has jurisdiction 

may issue such interim order(s) pending final disposal of the grievance as it may 

consider necessary. 

Provided that the Forum 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 Forum that prima facie, the Distribution Licensee has 

G-328/3. 
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threatened or is likely to remove or disconnect the electricity connection, and has or is 

like(v to contravene any of the provisions of the Act or any roles and regulations made 

theree.indu or any order of the Commission. 

P,vvid,,dfurther that where a grievance is.filed and an interim-relief is prayed 

}<,t'. the Licensee shall not proceed to take any further coercive or adverse steps against 

the consumer/complainant till the disposal <if the prayer of interim-relief 

2.63 The Forum may settle any grievance in tenns of an agreement reached between the 

parties • at any stage of the proceedings before it and there shall be no right of 

representation before the Vidyut Ombudsman against such an order of settlement. 

2.64 A Complainant may prefer a representation before the Vidyut Ombudsman, appointed 

/ designated by the Commission under the following two circumstances: 

a) If the Compbinant is aggrieved by the non-redressal of the grievance by the Forum 

within the period specified; or 

b) If the Complainant is aggrieved by the order passed by the Forum. 

Such a representation may be made within such a period of time as stipulated in this 

Regulation at clause no. 3.21 (a). 

CHAPTER-3 

VIDYUT OMBUDS.MAN 

Qualification, te1 1s oL, ointment and removal ofVidyut Ombudsman 

3.1 The Commission may, from time to time, appoint or designate a person as Vidyut 

Ombudsman to discharge the fonctions in accordance with the provisions of sub-section 

(6) of Section 42 of the Act. 

3.2 The Commission may appoint or designate more than one Vidyut Ombudsman for a 

[ iccnsec or a commou Vidyut Ombudsman or Vidyut Ombudsmen for two or more 

Licensees consid1:ring factors such as the number of representations received, disposal 

of representations within the: specified time limit, ease of access for the consumer and 

tirt !,t~l:~raphicai area. 

--~ ,.) ,,rh:tC: <>~J mn, ,s~~ion shall in'I ite applications tl1rough the public advertisem.ent for the 

a1;• mr ncnc of the Vidyut Ornbudsman. 

J.A Thi!.: s~ ect.ion Commifti..:c: i«w the post of Vidyut Ombudsman shalJ consist of the 

er,,,; .e· ·son and the ·rvtembers of the Commission. The Chaitperson of the Commission 
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shall be the Chairperson of the Selection Committee. 

3.5 The Vidyut Ombudsman shall be a person of exp er i~nce, ~hi I ity, integrity and standing. 

3.6 The following categories of persons shall be eligible Lo be appointed as Vidyut 

Ombudsman: 

a) A Retired District Judge; 

b) A Retired Secretary (Law) to a State Government~ or 

c) Any person who has held the position of a member o.- ch~•irperson of any statutory 

quasi-judicial body at the state levd for atleast three years . 

3. 7 The Vidyut Ombudsman shall hold otlicc for a tenn of three years or till he attains the 

age of 65 years whichever is earlier. The Vidyut Ombudsman shal I not be eligible for 

any extension of term or for re-appointment. 

The Vidyut Ombudsman may rclinq~ish his office by giving a prior notice of 

not less than three (3) months in writing to the Commission. 

3.8 A person applying for the post ofVidyut Ombudsman should have attained a minimum 

age of fifty-five (55) years and a should not have attained the maximum age of sixty­

three ( 63) years as on the date of notification of the vacancy. 

3.9 The Vidyut Ombudsman is entitled. to a monthly ~onsolidated remuneration of Rs. 

1.60,000 during the first year of service, Rs. 1,75,000 during the secon~ year of service. 

and Rs. I ,90,000 during the third year of service, without any deduction on account of 

pension from such remuneration. Other service conditions shall bi~ as dec1ffie! by the 

Commission. 

3.10 The Commission shall have lhe powers to re,,·1.ove the Vidyut Ombudsman from office 

only if he/ she has: 

a) Been adjudged an insolvent; 

b) Been convicted of an offence which, in the opinion , ) J. th,,~ Commission, involves 

moral turpitude; 

c) Become physically or mentally incaP,able of acting as a Vidyut Ombudsman; 

d) Acquired such financial or other interest. as is likely to affect prejudicially his/ her 

functions as a Vidyut Ombudsman; 

c) Abused his/ her position so as to render his/ her continuance in office prejudicial to 

public interest; or 
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f) Been guilty of proven misbehaviour 

Provided that the Vidyut 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. 

Office of the Vidyut Ombudsman 

3.11 The Vidyut Ombudsman's office shall preferably be located in the capital city of the 

state or any district headquarters, as the Commission may direct from time to time. The 

Vidyut Ombudsman may hold hearings or proceedings at various places within the state 

to expedite the disposal of representations received before him/her. 

3.12 The post ofVidyut Ombudsman shall be a full-time post 

3.13 The Commission shall provide the Vidyut Ombudsman with 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. Though the Vidyut 

Ombud~man exercises autonomy while processing the judicial proceedings, the office 

of the Vidyut Ombudsman shall be under the administrative control of the Commission 

and the Commission will issue necessary guidelines from time to time. 

3.14 Vidyut Ombudsman shall prepare a budget estimate of the expenses, both the salaries 

and allowances payable to him / her and his staff in the Secretariat provided to him / 

her as well as the running expenses including capital expenditure for the ensuing 

financial year and forward the same to the Commission every year in the first week of 

January. On verification of the budget estimates of Vidyut Ombudsman, the 

Commission shall approve the budget with such modifications as may be necessary for 

smooth functioning of the office of the Vidyut Ombudsman. The approved budget of 
• 

the Vidyut Ombudsman shall be allowed as _a pass through in the Annual Revenue 

Requirement of the Licensees in the State for each financial year or such period of tariff 

determination as may be undertaken by the Commission. The Licensees in the State 

shall share the expenses of the Vidyut Ombudsman in proportion to the number of 

CGRFs established by the respective Licensees. Accordingly, the Commission informs 

the Licensees about their share of expenses. The licensees shall release the budget 

directly to the Vidyut Ombudsman well before the end of the relevant financial year 

under intimation to the Commission. · The Vidyut Ombudsm~n shall reconcile the 
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budget estimates made at the beginning of the financial year and the actual e?(penditure 

incurred for the said financial year and intimate the Commission about the difference 

of excess or tjeficit budget within. 15 days from the closure of the relevant financial 

year. Such difference of amount will be factored into true up exercise of the Ucent'lees 

by the Commission whenever it is undertakert. 

3.15 Vidyut Ombudsman shall be accountable for'the expenses incurred b¥ his office. The 

books of accounts sh al I be audited by an internal auditor as may be appointed by the 

Commission. External and/ or statutory audit of the account& of the office bf the Vidyut 

Ombudsman sha11 be decided by the.Commission in consultation with the C & AG. 

3 .16 The name, location, email address and telephone nwnbers of the Vidyut Ombudsman 

shall be widely publicised through newspapers, radio,. television, displayed on 

Licensee's website, offices of the Licensee(s), printed on the consumer electric_ity bill(s) 

and any other mode. 

Reporting Requirements 

3.17 The Vidyut Ombudsman shall submit to the Commission a quarterly report on all the 

representations filed before him/her during the period. The report should be submitted 

within 15 days of the close of the period to which it relates to. A copy of the Repon 

may be forwarded to the Licensee(s). 

3. 18 The report shall cover: 

a) Number ofrepresentations received and disposed of; 

b) Opinion of the Vidyut Ombudsman on the compliance of standards ofpenormance 

by the Licensee; 

c) specifying any delay in passing the orders by Vtdyut Ombudsman along with the 

reasons there of; 

d) Compliance of orders by the Licensees and/or consumer; 

e) Any other matter which the Commission may direct. 

3.19 The Vidyut Ombudsman shall submit a Quarterly report to the Commission on non­

implemented orders by the Licensee. 

The Licensee shall also furnish a quarterly report containing a list of non:­

implemented orders together with the reasons. 

The repons should be submitted within 15 days of the close of the quarter to which 

it relates to. 

21 
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3.20 The Vidyut Ombudsman shall ~lso furnish a yearly report containing a general review 

of the activities of the Vidyut Ombudsman's office during the Financial Year to the 

Commission. 

ihe licensee shall also furnish an Annual ·report containing a list of non­

implemented orders together with the reasons. 

The reports should be submitted within 20 days of the close of the Financial Year 

to which it relates to. 

Representation before the Vidyut Ombudsman. 

3.21 A Representation may be entertained by the Vidyut Ombudsman subject to the 

following conditions: 

a) The Complainant including an association representing the Complainant(s), if 

aggricvod by the order of the Forum may pref er a Representation to the Vidyut 

Ombudsman within 45 day$ from the date of receipt of the or~er of the Forum. 

Provided that the Vidyut Ombudsman may entertain a Representation of the 

Complainant after tire expiry of the period of 45 days ifhe is satisfied lhat there was 

a sufficient cause for not filing it within the said period allowing it be filed, within 

afurther period of not exceeding 15 days. 

b) The Complainant had, before making a representation to the Vidyut Ombudsman, 

approached the Fonun constituted under Sub-section 5 of Section 42 of the Act for 

redressal of his/her grievance. 

c) The representation by the Complainant, in respect of the same grievance, is not 

pc11ding in any proceedings before any court, tribunal or arbitrator or any other 

authority; a decree or award or a final order has not been passed by any such court, 

tribunal, arbitrator or authority 

d) The representation by the Complainant is not in respect of the same cause of action 

which was settled or dealt with on merits by the Vidyut Ombudsman in any previous 

proceedings whether or not received from the same complainant or along with one 

or more complainants or one or more of the parties concerned with the cause of 

action. 

e) The Complainant is not satisfied with the redressat of his/her grievance by the 

Forum or the Forum has rejected the grievance or has not passed the order within 

the time-limit specified. as the case may be. 

t) The Complainant has deposited with the Vidyut Ombudsman, a sum equal to one-
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third of the amount assessed by the Forum, if any. 

Provided that a representation may be entertained by the Vidyut Ombudsman 

without payment of one-third assessed sum in exceptional grievances involving 

financial hardship after giving an opportunity of being heard to the licensee. 

3.22 Subject to the provisions of the Act and this Regulation, the Yidyut Ombudsman's 

decision on whether the representation is fit and proper for being considered by him/her 

or not, shall be final. 

Provided that no representation may be rejected where a grievance is heard and 

adjudicated by the Forum. 

3.23 The Vidyut Ombudsman may reject the representation at any stage if it appears to 

him/her that the representation is: 

a) Frivolous, vexatious, malafide; 

b) Without any sufficient cause; 

c) There is no prima facie loss or damage or inconvenience caused to the Complainant. 

Provided that no representation shall be rejected in respect ofsuhclauses (a), (b) 

and (c) unless the Complainant has been given an opportunity of being heard. 

Format for submission of representation 

3.24 The Complainant can submit his/ her representation as per the format specified in 

ANNEXURE II of APPENDIX I. 

P romotion of settlement by conciliation 

3.25 As soon as it may be practicable to do but not later than one week from the date of 

receipt of the representation, the Vidyut Ombudsman shall serve a notice to the 

complainant and also 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 dispute by mutual agreement between the Complainant and the Licensee 

through conciliation or mediation. 

3.26 For the purpose of facilitating settlement or disposal of the representation, the Vidyut 

Ombudsman may follow such procedures, as he may consider appropriate . 
• 

3.27 When a dispute is settled through mediation of t!ic Vidyut 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 

23 
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licensee. 

3.28 lf the Complainant and the Licensee accept the recommendation of the Vidyut 

Ombudsman. they shalJ send a communication in writing within 1 S days of the date of 
.. 

receipt of the recommendation. They shall confinn their acceptance to the Vidyut 

Ombudsman and state ~learly that the settlement communicated is acceptable to them, 

in totality, in terms of the recommendations made by the Vi~yut Ombudsman, and are 

in full and final settlement of the representation. 

3.29 The Vidyut Ombudsman shall make a record of such an agreement as his/her orders and 

thereafter close the case. 

HeariJl'$1! of representations 

3.30 After registering the repres~ntation. the Vidyut <;)mbud'-man, within seven days of 

registration. sllalJ call for records/files relating to the representation from the Forum 

concerned. The .Forum concerned shall send the entire record/file within seven days 

from the date of receipt of such notice, to the offic~ qfdle Vidyut Ombudsman, 

3.3 I The Vidyut Ombudsman may requ·~ tht L1oensee or any of the officials of the 

licensee, representatiy~$ ~r- f,e.nts of the Licensee • to furnish documents. books, 

\rlf~mt~tjpn, ga~ llm:t @~ii~ p m~y be required to dec_ide the representation and the 

L.icen!i~f §hill! d~1y c~mply with such requirements of the Vidyut Omb°"dsman. 

~JJ Wher~ til~ repn;sem~ti<>n it1 not settled by an agreement within a periQd of 30 days from 

th~ d@te of r@Qtipt t.>f the representation or such extended period as the Vidyut 

Qmb"dsm@n m"y d~em flt,. he may detennine the manner, the place, the date an_d the 

\im@ Qf the hwina Qf the matter. He may dire<:t tQ prnduoe or cause to be produced, 

ijffY evidcm~e ()n which the c<>mploinM\ or the Uconliee may rely upon in support of his 

Qr _tl\e,if W\QV@nce.. 

lJJ rh@ Vidyut OmbudsmMt stndl hoar the partieli and may direct the parties to submit the 

wriUQn iijbmi,ston~ in tho matter. 
' 

3,3.4 I\ PQ.mp.htimint1 disttibut1on Ucena~e or any other person who is a party to any 

prg~e,din1, bQfar@ the Vidyut Ombudsman may either appear in person or authorise 

11ny per~ou in wntina to present his/her case before the Vidyut Ombudsman and to do 

1\11 or 11,ny of the acts for the purpose. 
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3.35 Where the Complainant or the Licensee or their autllorised representative fails to appear 
. , 

before the. Vidyut Ombudsman Oif the date fixed for hearing on more thu .. cwo 

consecutive occasions. the Vidyut Ombudsman may decide the representation exparte 

on the basis of material available on record. 

3.36 No adjournment shall ordinarily be·"granted by the Vidyut Ombudsman unless a 

sufficient cause is shown and the reasons for grant of adjournment have been recorded· 
f' 

in writing by the Vidyut'Ombudsman. 

l'ssue of Order/ Award /Compensadog ··- f 

3 .3 7 The Vidyut'Ombudsman shall .pass a written Order/ Award giving reasons for all his/her 

findings. The Order/Award may state the nature of the reliefs to which the Complainant 

is entitled to. A•copy of the order:/ Award shall be sent to the parties for compliance and 

also to the conce~ed Forum for infom:iation .. 

Explanation: 

'The order copy duly certified by the Vidyut Ombudsman or an Officer and so 

communicated shall he.neatly typed and printed legibly using line spa,~ing o/0.S" (Ind . . 
printed on both sides qflhe paper-in either English or Telugu. 

3.38 The Vidyut Ombud~man shall pass an order within 60 days from the date of receipt of 
. . 

the representation. Where there is a delay in ~e disposal of a representation within the 

said period, he shall record the reasons for such a delay. 
,, 

3.39 The order passed by the Vidyut Ombudsman shaffset out: 

a) Issue-wise decisions; 

b) Reasons for passing the order; and 

c) Directions. if any, to the Distribution Licensee or Complainant. or aflY od)~f~~er. 

deemed appropriate in the facts and circumstances of the "case including" 

enhancement of compensation or cost, as the C8$C may be. 

3.40 The Licensee shall duly comply with and implement the decision of the Vidyut 

Ombudsman on the representation filed ·.~ ~e Complainant withi11 IS -days §f.the. 
receipt of the Order/ Award. 

3.41 Non-compliance of the Vidyut Ombu~an orders shall be deemed to be a·violatton: • 

of this Regulation and liable for appro.Priate action by the Cpmmission under the_ :, 
''/°': ,'-

provisions of the Electricity Act. 2003. 

G-328/4. 
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3.42 No party can file an appeal before the Commission against the order passed by the 

Vidyut Ombudsman. This is without prejudice to the rights of the complainant and the 

Licensee to s····k appropriate remedy against the order ,passed by the Vidyut 

Ombuds!nan before the appropriate bodies. 

i nterirn Order: 

.3.43 Upon request of the Complainant, the Vidyut Ombudsman on matters on which he has 

jurisdiction may issue such interim order(s) at any stage during the dfsposal of the 

representation as he may consider it necessary or appropriate, provided the 

Complainant satisfies the Vidyut 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 thereunder or any order of the Commission. 
~ 

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 

distribution hcensee or any opposite party has been given an opportunity of being 

heard. 

C'ompensation ro,· non-compliance of the Order 

3.·~---1 Not\vithstanding anything contained in this Regulation at clause No. 3.4 I, the Vidyut 

Ombudsman may issue a notice either suo-motu or at the instance of Consumer / 

Complainant for non-compliance of his order(s) within the due date prescribed in this 

Regulation al dause No.3.40 to the employee/employees concerned including the 

Dircctor(s) concerned and the Licensee. After giving an opportunity of being heard. the 

Vidyut Ombudsman is satisfied that there was no reasonable cause for not complying 

v.·ith his order(s). he may award the r.ompensation up to a sum of Rs.50,000/- (Rupees 

Fifty Thom-and) for each non-compliance. In case Qf a continuing failure, with an 

<1dd1tional compensation which may extend to Rs. 2,000/- (Rupees Two Thousand) for 

every day during which the failute continues aftcr non-compliance of the first such 

d1rcctwn 

.r>ro,•i, 1ed that the Vidyut Ombudsman may also direct the Licensee to recover 

r,-~· \"<H,;ltt.•n."i~ tum payahle to the consumer/complainant for noncompliance of his 

o;,:cer-f.".) f'-Ymt the sala,y I salaries of the employee/employees who is/are found to he 

n ·::pt»1,J1hh1• },Jr noncompliance without reasonable cause within the due dale 

pn;s,: nhc1 rf Tire Licensee shall recover such compensation imposed by the Vidyut 
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Ombudsman from the salary I salaries of the concerned employee I employees including 

Director(s) and pay such sum to the consumer/ Complainant. 

Provided J,,rther that where the Licensee does not recover suc:h compensatio11 . 
from the concerned employee/employees including the Director(.'>) ,but makes the 

payment lo the consumer/complainant. ·such sum shall not be allowed hy the 

Commission while approving the Annual Revenue Requirements (ARR) Filings for 

subsequent Financial Year and the Licensee shall forego such amount of revenue. 

3.45 The Vidyut Ombudsman shall be guided by the principles of natural justice, and subject 

to the other provisions of this Regulation. The Vidyut Ombudsman shall have the 

powers to regulate his own procedure and shall dispose of.any Complaint fairly and 

equitably. 

CHAPTER-4 

CONSUMER ADVOCACY 

4.1 A Consumer Advocacy Cell may be instituted by the Commission to provide assistance 

to Complainants for representing their cases before the Vidyut Ombudsman and the 

Cell may be located in the office of the Commission and funded hy the Commission. 

4.2 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 Vidyut Ombudsman. 

b) Analysis of reports submitted hr the Licensee with regard to levels of performance 

achieved on performance standards specified under Section 57 of the Act. 

c) Facilitate capacity building of consumer groups and ensure their effective 

representation for enhancing the efficacy of regulatory processes. 

CHAPTER-5 

MISCELLANEOUS 

Powers to remove difficulties 

5.1 If any difficulty arises in giving effect to any of the provisions of this Regt~~ation, the 

Commission may make such provisions not inconsistent with the provisions of this Act. 

as may appear to be necessary for removing the difficulty. 

Power to amend 

5.2 The Commission may, at any time vary, alter, modify or amend any provision of this 

Regulation. 

27 
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Sa~gs and repeal 

5.3 On and from the date of publication of this Regulation in the Official Gazette of the 

: . . Goit~ment of Telangan~ ~e Regulation No.3 of 201 S, Regulation No. I of 2018 and 

Regulation No.2 ·of 2021 stands repealed. 

5.4 Notwithstanding such repeal 111'.'Y action taken under the said Regulation shall not 

become invalid and deemed to have been taken under the colTcsponding provision of 
~- • 

. ~ ~ 

the present Regulation, or to the extent, if not provided for in this Regulation, such 

"a~tfoli shall subsist and deemed to have been taken as if such repeal provision is 

subsisting. 

Hyderabad, 
03~06-2026. 

'f"• .. ,,. 

(BY ORl>t):( OF THE COMI\tlSSION) 

V. RAMCHANDER, 
Commission Secretary, 
Te/angana Electricity, 

Regulatory Commission. 
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APPENDICES 

APPENDIX 1: FORMATS 

ANNEXURE I: GRIEVANCE SUBMISSION BEFORE FORUM . 

APl>LICATION TO FORUM FOR REDRESSAL OF GRIEVANCE 

Note: • indicates compulsory fields 

Date•: --- --
1. Name of the Complainant: _ ___ _ _ 

2. Full address of the Complainant •: _____ _ 

Pin Code*: -----
PhoneNo•: -----
Email id: ------

3. Nature of Connection and Consumer no.• (in case ofhaving applied for a connection, state 

the application num~r): _________________ _ 

4. Name of the Distribution Licensee•: --....--------
5. Complaint receiving centre num~: _ _ _____ ___ _ 

6. Category of grievance (please tick the relevant box/ boxes): 

(a) Wrong Billing □ 

(b) Recovery of Arrears D 

(c) Faulty Meter □ 

( d) Burnt Meter D 

( e) Supply Interruption □ 

(f) Harmonics in Supply D 

(g) Supply Voltage Related Issues D 

(h) Deficient Service D 

(i) Delay in Providing New Connection D 

(j) Reconnection on Payment of Dues D 

(k) Change in Connected Load D 

(J) Transfer of Connection D 
(m) Change of Category □ 

(n) Change of Name □ 

( o) Change of Address □ 

(p) Disconnection D 

( q) No Supply D 

(r) Replacement of Failed DTR □ 
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(s) Others (Please Specify): _____ 0 

7. Name of the employee/ employees (specify employee TD or department) or department 
against whom grievance has been filed (if any): _____________ _ 

8. Details of the grievance, facts giving rise to the grievance"' (If space is not sufficient, please 
enclose separate sheet): ____________________ _ 

9. Nature of relief sought from the Forum: 

I 0. List of documents enclosed (Please enclose copies of any relevant documents which 
support the-facts giving rise to the grievance) " 

1 I . Declaration 
a) I / We, the Complainant /s herein declare that: 

(i) the information furnished herein above is true arid correct; and 
(ii) I/ 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 any one of us or by any of the parties concerned with the subject 
matter to the best of my/ our knowledge. 

c) The subject matter of my I our Grievance has not been settled through the Forum in 
any previous proceedings. 

d) The subject matter of my I our Grievance has m~t 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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AUTHORISATION: (If the Complainant wants to authorise 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(s), hereby nominate Shri/Smt. 
, whose address is ------------ ------------

-------------------------------' as 
my/our representative in the proceedings and confirm that any statement, acceptance or 
rejection made by him / her shall be binding on me I us. He / She has signed below in my . 
presence. 

ACCEPTED 

(Signature of Representative) 

(Signature of Complainant) 

Note: In case of engaging an Advocate, this alllhorlsation is not necessary Advocate may .file 
memo of appearance on his letter head. 

.. ,. 

I 
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ANNEXURE II: SUBMISSION Of REPRESENTATION/ APPEAL BEFORE THE 
VJDVUT OMBUDSMAN 

Note: • indicates c<>mpulaory fields 

To 
The Vidyut Ombudsman 
(specify full address) 
Dear Sir I Madam 

• 

SUB: (plca.'iC mue. a mention of the order of the Forum from which a representation I 
Appeal to the Vidyut Ombudsman is being made) 

Details of the grievance or Appeal arc aa under: 

1. Name of the Complainant: ____ _ 

2. Full address of the Complainant •: ---~-

Pin Code•:-----

Phone No•: _ ___ _ 

Email id: - --- --=-

3. Nature of Connectioo ,11d Conaumor no.• (in case ofhavina applied for a connection, state 

the appli<:Jtion number): ---------~-- - - - - --
4. Distribution Licenac,e•: - --- ------
5. Name and Address of tti~ fQnim•: ------ - ~-

6. Date of 1$Ubmission of gri~VMf.'e by the, Comphlinant to the Forum• (please enclose 3 copies 

of Ute grieva1.w1::): --=----------------- - - - - -
7. Detaili. of th~ reprcsco~tion I J\ppeal, facti living riae to the representation I appeal• (If 

space is not sufficient, pt~e cmclQll~ separate. ah~t) 

til, Wh~J},er the C()mpl~inant gr Licensee h~ r~oivod tho flnal deciaion of the forum? (If yes, 
pl~~&e enclose three copj~ qf the f 4>nun'11 QNer eonveyina its flaal decision) 

• 
9. Jf the f:gmplainant or i,icer11H~~ h~ r~eiv~ tlie final dc,ci,ion of the Forum, whether any 

amo·unt was as~s~ed lly the fQf\ITT'l lQ ~ paid by the Q~nswner to the Licensee? (If yes, 
please enclose receipt of the depqaiit 9f J/Jrd e>fsiu~h mgunl with the Vidyut Ombudsman) 

10. Nature of relief sought fr-(lm the VidYQi ~~qdJn)im 
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. 
11. List of documents enclosed (Please enclose three copies of all relevant documents which 

support the facts giving rise to the representation) 

12. Declaration 

a) I/ We, the Complainant/s or Licensee herein declare that: 

(i) The infonnation furnished herein above is true and correct; and 

(ii) I/ We have not concealed or misrepresented any fact stated herein above 

and the documents submitted herewith. 

b) The subject matter of the present representation or Appeal has never been brought 

before the Office of the Ombudsman by me / or by any one of us or by any ~f the 

parties concerned with the subject matter to the best of my/ our knowledge. 

c) The s~bject matter of my/ our representation or Appeal has not been settled through 

the Office of the Ombudsman in any previous proceedings. 

d) The subject matter of the present representation or Appeal has not been decided by 

any competent authority / court / arbitrator, and is not pending before any such 

authority/ co~/ arbitrator. 

Yours faithfully 
(Signature) 

(Complainant's or Director of the Licensee name in block letters) 

NOMINATION - (If the Complainant/ Licensee wants to nominate his representative to 

appear and make submissions on his behalf before the Ombudsman, the following declaration 

should be submitted.) 

I/We, the above-named Complainant/Licensee hereby nominate Shri / Smt. 
____________ ..J and whose address is ____________ _ 

--------------------------------· as 
my/our representative in the proceedings and confirm that any statement, acceptance or 

rejection made by him I her shall be binding on me I us. He / She has signed below in my 

presence. 

ACCEPTED 

(Signature of Representative) 

(Signature of Complainant) 

Note: In case of engaging an Advoca~, this autllorisation is not neces,ary Advoca~ ,nay file 
"'e"'~ of appearance on his letter head. 

G..:J28/5. 
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ANNEXURE W: QUARTERLY REPORTING BY FORUM 

Quarter: ____ _ Financial Year: ---
1. Status of grievance redressal 

s. Parameten Delay . in Quality Meter BIWng Quality Othen Total 
No. Restoring of Problems Probleans of 

Saooly SunnlY Service 
i Grievances 

pending at end of 
previous quarter 

2 Grievances 
received . during 
this Quarter 

3 Total grievances 
(1 +2) 

'4 Grievances 
attended during 
this Quarter 

s Balance 
grievances to be 
attended (3 - 4) . 

-6 Grievances 
successfully 
redressed dwing 
this QWUter 

7 Grievances in the 
process of 
rcdressal I 

8 Grievances 
escalated ·to 
Ombudsman 

Note: Sum of rows 6, 7 & 8 should be equal to row 4. 
2. Status of Compliance by Licensee 

a. Of the number of grievances successfully redressed during the quarter, state the 
number of grievances in which the order specified directions for the Licensee: __ _ 

b. Describe the status of the Licensee's compliance against ea~h such grievance: __ _ 
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