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ANDHRA P RADESH ELECTRICITY REGULATORY C OMMISSION 
* * * 

Consumer Grievances Red ressa l Forum, Vidyut Ombudsman and Consumer Assistance 

Regulation, 2016 

(Regulation No.3 of 2016) 

Preamble 

Whereas Section 42 of the Electricity Act, 2003 deals with the duties of the Distribution Licensees 

a nd open Access and  sub-sections(S),(6),(7) and (8) therein deal with the estab lishment of a Forum for 

red ressa l  of grievances of the consumers and Ombudsma n, a n  authority to hear the representations 

against non-redressa l of grievances by the Forum. These facilities provided to the consumers a re without 

p rejudice to the rights which the consumers may have otherwise i n  Law; 

Whereas the And h ra Pradesh E lectricity Regulatory commission (hereinafter referred to as "the 

Commission") notified the Andhra Pradesh E lectricity Regu latory Commission ( Estab l ishment of Forum 

a nd Vidyut Ombudsman for redressa l of grievances of the consumers) Regu lation 2004 (1 of 2004) in 

Andhra Pradesh Extraord inary Gazette dated 6th February 2004; 

Whereas the Commission notified the Andhra Pradesh Electricity Regulatory Commission (Appointment 

of Vidyut Ombudsman and Terms & Conditions of Service) Regulation, 2007(2 of 2007) in Andhra Pradesh 

Extraordinary Gazette dated 3rd July 2007; 

Whereas Govt. of India, in exercise of powers conferred by Section 176 of the Electricity Act, 2003 

notified the Electricity Rules, 2005 vide GSR 379(E) dated 8th June 2005 and Electricity (Amendment) Rules, 

2006 vide GSR 667 (E) dated 26th October 2006, containing, inter-alia, Rule 7 regarding Consumer Redressal 

Forum and Ombudsman; 

Whereas the Commission further notified the Andhra Pradesh Electricity �egulatory Commission 

(Establishment of Forum and Vidyut Ombudsman for redressal of grievances of consumers) (First Amendment) 

Regulation, 2007 in Andhra Pradesh Extraordinary Gazette dated 1st October 2007; 
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Whereas the present Andhra Pradesh Electricity Regulatory Commission has been constituted for the 
State of Andhra Pradesh in terms of Section 92 read with the Twelfth Schedule of the Andhra Pradesh 
Reorganization Act, 2014 (Central Act 6 of 2014); 

Whereas all the Regulations made by the erstwhile Andhra Pradesh Electricity Regulatory Commission 
are adapted in relation to the State of Andhra Pradesh under the Andhra Pradesh Electricity Regulatory 
Commission (Adaptation) Regulation, 2014 (4 of 2014); 

Whereas the Forum for redressal of grievances of the consumers and the Vidyut Ombudsman in the 
State of Andhra Pradesh are continuing to function under such adapted Regulations; 

Whereas during the course of public hearings held on tariff filings for FY 2015-16 and also otherwise, a 

number of critical comments/views/suggestions are received from the public and the stakeholders indicating 

the imperative need for strengthening and improving the manner of redressal of grievances of consumers; 

Accordingly, the Commission, guided by the model Regulations framed by the Forum of Regulators to 

the extent they suit and answer the needs and requirements of the consumers and the electricity industry in 

the State of Andhra Pradesh and keeping in view the feedback from all the Stakeholders and other State 

Electricity Regulatory Commissions, prepared and published a draft Regulation governing the establishment 

and functioning of the Consumer Grievances Redressal Forum, Vidyut Ombudsman and Consumer Assistance 

in the State of Andhra Pradesh in its website on 23-12-2015, invited further comments/views/suggestions from 

interested persons/stakeholders and conducted public hearings on 23-01-2016 and 30-01-2016. 

Having due regard to the views/comments/suggestions received and in exercise of the powers conferred 

on it by clauses (r) and (s) of Sub Section (2) of Section 181 read with sub sections (5) to (8) of Section 42 of the 

Electricity Act, 2003 (Central Act 36 of 2003), the Andhra Pradesh Electricity Reform Act,1998 (State Act 30 of 

1998) and Rule 7 of the Electricity Rules,2005 and all other powers enabling it in this behalf, the Andhra Pradesh 

Electricity Regulatory Commission hereby makes the following Regulation providing for establishment and 

functioning of the Consumer Grievances Redressal Forums, the Vidyut Ombudsman and Consumer Assistance 

and for all matters incidental and ancillary thereto:-

CHAPTER1 

1. Short title, applicability and Commencement :-

1.1 This Regulation may be called the "Andhra Pradesh Electricity Regulatory Commission Consumer 

Grievances Redressal Forum, Vidyut Ombudsman and Consumer Assistance Regulation, 2016." 

1.2 The Regulation shall be applicable to all the Licensees in their respective licensed areas and consumers 

of electricity in the State of Andhra Pradesh. 

1.3 This Regulation shall come into force on 1st. March, 2016. 

2. Definitions 

In this Regulation, unless the context otherwise requires,-

2.1 " Act 11 means the Electricity Act, 2003 (Central Act 36 of 2003) as amended from time to time� 

2.2 "Chairperson" means the Chairperson of the Forum � 

2.3 " Commission 11 means the Andhra Pradesh Electricity Regulatory Commission� 
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2.4 " Complainant " means and includes the following who have a grievance as defined in the Regulation: 

a) A consumer as defined under Clause (15) of Section 2 of the Acr 

b) An applicant for a new electricity connection� 

c) Any registered consumer association� 

d) Any unregistered association or group of consumers, where the consumers have common or 

similar interests� and 

e) An occupier of a premises to which electricity is  or has been supplied by a Licensee; 

f) In the case of death of a consumer, his/her legal heir(s) or representative(s). 

2.5 "Complaint" means any allegation made orally or in writing to a Forum by or on behalf of a Complainant 
seeking redressal of grievances including those concerning the supply of electricity or the services 
rendered by the licensee 

2.6 " Forum" means the forum for redressal of grievances of consumers established by a Distribution 

Licensee under sub section (5) of Section 42 of the Act and this Regulation� 

2.7 "Grievance" means consequence(s) of any fault, imperfection, shortcoming or inadequacy in the quality, 
nature and manner of performance or failure of performance of a duty under the Act or the Reform Act 
or the Rules or the Regulations made there-under or any policy directions or orders of the Commission 
or any other law for the time being in force, by the distribution licensee by which a complainant is 
aggrieved. 

2.8 "Licensee" means a person, who is granted a licence to distribute electricity as a distribution licensee in 

any specified area in the State of Andhra Pradesh and includes persons exempted under Section 13 of 

the Act and also includes persons, who shall be deemed to be such licensees under the Act or persons 

through whom a distribution licensee undertakes distribution of electricity for a specified area within 

the area of supply of that distribution licensee; 

2.9 "Reform Act" means the Andhra Pradesh Electricity Reform Act, 1998(State Act 30 of 1998); 

2.10 " Representation 11 means the representation made to the Vidyut Ombudsman by or on behalf of a 

complainant who is aggrieved in any manner by non-redressal of his grievance(s) by a Forum; 

2.11 "State" means the State of Andhra Pradesh� 

2.12 "V idyu t Ombudsman" means an authority appointed or designated by the Commission, under sub section 

(6) of Section 42 of the Act and this Regulation� 

3. Interpretation 

3.1 Words and expressions used and not defined in the Regulation but defined in the Act or the Reform Act 

or the Rules or the Regulations made there-under shall have the meanings respectively assigned to 

them therein. 
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CHAPTER 2 

CONSUMER GRIEVANCES REDRESSAL FORUM 

4. Number of Forums, location and jurisdiction 

[Part-[ 

4.1. In terms of subsection (5) of Section 42 of the Act, every Distribution Licensee shal l ,  with in  six 

months from the date of grant of l icense, establ ish one or more Forums  for redressa l of grieva nces 

of consumers in accordance with th is Regu lation. 

Provided that the Consumer Grievances Redressal Forums established and functioning as such 

immediately before this Regulation coming into force shall be deemed to have been established 

under this Regulation and shall continue as such till replacement by Forums established under 

this regulation. 

4.2. The number of Forums, their location and areas of jurisdiction may be determined by the Distribution 

Licensee with the p rior approva l of the Commission .  

4.3. In determin ing the n u m ber of Forums, the Distribution Licensee sha l l  have due regard to: 

a .  the number of compla ints be ing received from the consumers-

b. the necessity of the Forum to tou r  each and every subd ivision in the Licensee's 

a rea at reasonab le intervals- and 

c. the need for ensuring t imely disposal of the compla i nts by the Forum.  

4.4. I n  order to ensure that a l l  compla ints are d isposed of within the specified time-limit, the Com mission 

may, from time to t ime, requ i re the l icensee to i ncrease the n umber of Forums. 

5. Appointment and Removal of Members 

5.1. The Forum sha l l  consist of four  members i nc lud ing the Chairperson of the Forum. 

5.2. a) The Chairperson sha l l  be a ppointed by the Licensee after i nviti ng app l ications from persons 

who are eligible for such a ppointment through public advertisement by a notification on the website 

of the Licensee and a lso by pub l ication in  a Tel ugu newspaper havi ng wide circulation in the State 

of Andhra Pradesh .  

b) A person who has  been a District Judge (Selection Grade) or a District Judge ( Entry Leve l )  i n  the 

Andhra Pradesh State Judicia l Service and i n  the event of  a su itable person from such a category 

not being ava i lable, a person who has been a Ch ief Genera l  Manager u nder a Distribution Licensee 

other than the one for which the Forum is being constituted or a Ch ief Engineer under a Transmission 

Licensee in the State of And h ra P radesh sha l l  be el igible for a ppointment as Cha irperson .  

5.3. The Licensee sha l l  a ppoint two Members -- one from Technical stream a nd a nother from F inance 

stream.  The Tech n ica l and F inance Members sha l l  be serving officers of the Licensee, not below 

the ran k  of a Superintend ing Engineer or General Manager or an Officer of equ iva lent rank. 

5.4. a) The Com mission sha l l  nominate one I ndependent Mem ber from a mong persons e l ig ib le for 

such a p pointment after i nviting a pp l ications from them through a p u bl ic  advertisement by a 

notification on the website of the Licensee and a lso by a pub l ication  by the Licensee i n  a Tel ugu 

Newspaper having wide circu lation in the State of Andhra Pradesh. 

b) An active member for not less than five (5) yea rs of a Registered Society or a Non Governmental 

Organ isation or a Consumer Organ isation or any other association of persons by whatever name 

ca l led having one of  its main  objectives as consumer protection or a person volu nta r i ly servi ng 

the ca use of consumer protection for not less than ten (10) years sha l l  be e l ig ib le for being 

considered by the Com m ission for such appointment. 
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c) A person in the employment of the Licensee in any capacity at any time within three{3 ) years 

prior to such consideration including a person who is, in any manner directly or indirectly, connected 

with the distribution of electricity by the Licensee during such period shall not be eligible for such 

appointment. 

5.5. The Chairperson or a Member shall hold office for a term of three (3 ) years from the date he enters 

upon his office: 

Provided that the Chairperson or an Independent Member shall not hold office as such after he 

has attained the age of 67 years and a Member, who is a serving officer of the Licensee, shall 

hold office as such only so long as he is in the service of the Licensee. 

5.6. The Chairperson and Members of the Forum shall be persons of experience, integrity, ability and 

good standing. 

5.7. The Chairperson and the Technical and Finance Members shall work full time while the Independent 

Member shall participate in the proceedings and work of the Forum as may be required. 

5.8. No person shall be appointed or continued as Chairperson or Member if he stands disqualified on 

account of his: 

a) having been adjudged an insolvenr 

b) having been convicted of an offence involving moral turpitude� 

c) having become physically or mentally incapable of acting as such Member� 

d) having acquired such financial or other interest as is likely to affect prejudicially his function as 

a Member� 

e) having so abused his position as to render his continuance in office prejudicial to public interesr 

f) having been guilty of proven misconduct; or 

g) having been ineligible for such appointment under this Regulation. 

5.9 A Chairperson or Member shall be liable to be removed from his office forthwith on account of any of the 

aforesaid disqualifications arising or being discovered: 

Provided that no Chairperson or Member shall be removed from his office on any of the aforesaid 

grounds (a) to (f) of 5.8 above unless the Licensee has held an inquiry in accordance with the same 

procedure as prescribed for the employees of the Licensee and if, upon such inquiry, such Chairperson 

or member is found liable to be removed from his office on any such ground, the Licensee shall take 

action for the removal of such Chairperson or Member with the prior approval of the Commission 

and the initiation of any such inquiry shall be under prior intimation to the Commission. 

Provided further that where an inquiry is contemplated or is pending against a Chairperson or member 

on any of the aforesaid grounds, the Licensee may, subject to ratification by the Commission, restrain 

such Chairperson or member from acting as such Chairperson or member till the conclusion of the 

proceedings. 

5.10 The Licensee shall initiate action for filling up any future vacancy in the post of a Chairperson or a Member 

of the Forum at least three (3) months before such vacancy is likely to arise. 

In case of death or resignation or removal of a member or Chairperson or ln any other such situation 

wherein a vacancy arises in the Forum, the Licensee shall take immediate steps for filling up of the 

vacancy so arising: 
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Provided that when such vacancy is in respect of the Chairperson, the senior 

most full-time member shall be in-charge during the period of such vacancy. 

6. Cond itions of Service of the Chairperson and Members 

[Part-I 

6.1 a) The Chairperson shall receive an honorarium of Rs.60000/-(Rupees Sixty Thousand only) per month 

during the first year of service. Such monthly honorarium shall be increased by Rs.2500/-(Rupees 

Two Thousand Five Hundred only) for each year of service completed in such office. 

b) The Chairperson shall receive a house rent allowance of Rs.15000/-(Rupees Fifteen Thousand 
only) per month. 

c) The Chairperson and his family shall be entitled to the same benefits of medical attendance and 

medical treatment to which a Chief Engineer/Chief General Manager of the Licensee is entitled. 

d) The Chairperson shall be eligible per annum for casual leave of Fifteen (15) days, Optional 

holidays for five (5) days and Extra-ordinary Leave on loss of pay for such period as the competent 

authority may consider just and reasonable. The Chairman and Managing Director of the Licensee 

is the competent authority to sanction such leave to the Chairperson. 

6.2 The Independent Member shall be entitled for a per diem remuneration of Rs.2500/-(Two Thousand 

Five Hundred only) for each day of participation in the Forum's proceedings and work. 

6.3 The Chairperson and the Independent member shall be entitled for such travelling allowance and daily 

allowance for journeys for participation in the Forum's proceedings as are admissible for official tours 

to a Chief Engineer/Chief General Manager of the Licensee. 

6.4 The terms and conditions of service of a Member of the Forum who is a serving officer of the Licensee 
shall continue to be the same. 

6.5 Subject to the general and special directions of the Commission, the Licensee shall provide the necessary 

infrastructural and human resource facilities for the efficient functioning of the Forum complying as 

far as practicable with the requests of the Forum in this regard. 

Provided that the office of the Forum shall have a minimum establishment of one Secretary of the 

rank of Assistant Engineer (Electrical}, two(2) Clerk cum Computer Operators and three(3) Office 

Subordinates. 

Provided further that the latter two categories of employees may be either regular employees of the 

Licensee or persons appointed on contract or through outsourcing in accordance with the 

administrative convenience of the Licensee. 

6.6 The Forum shall be provided with an official vehicle {7+1 seater) either owned or hired by the Licensee 

which shall be under the control of the Chairperson. 

6.7 The Drawing and Disbursing Officer of the Corporate Office of the Licensee shall be the Drawing and 

Disbursing Officer of the Forum also and if the Forum is located at a place other than the place of 

Corporate Office, the Chairman and Managing Director of the Licensee may give appropriate directions 

for the smooth and convenient functioning of the Forum to the Drawing and Disbursing Officer of the 

Corporate Office himself or designate a Drawing and Disbursing Officer at the place of the Forum. 
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7.1 The Chairperson of the Forum shall have the general powers of superintendence and control over the 
Forum. 

7.2 The Secretary shall assist the Forum in discharge of its functions and shall receive all the complaints 

under proper acknowledgement. 

7.3 The office of the Forum shall be open during working hours on all working days of the Head Office of 

the Licensee. 

7.4 The Forum shall determine the manner, the place within the area of supply of the Licensee, the date 

and time to conduct its hearings as it considers appropriate, with regard to a complaint received by it. 

7.5 The quorum for any meeting or proceedings of the Forum shall be two: 

Where the Chairperson is unable to discharge his functions owing to absence, leave, illness or any 

other cause, the senior-most full-time Member of the Forum shall discharge the functions of the 

Chairperson. 

7.6 The decision of the majority of the Members present shall be the decision of the Forum, while the 

dissenting opinion of the minority shall also form part of the record/order. 

7.7 No act or proceeding of the Forum shall be deemed invalid merely by reason of there being some 
defect in the constitution of the Forum or by reason of the existence of a vacancy among its Members. 

7.8 The Forum shall comply with such 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. 

7.9 The Licensee shall, from time to time, give due publicity about the Forum and its functions in such 

manner as it considers appropriate or as the Commission may direct. The postal and e-mail address and 

office Telephone and fax number(s) of the Forum, shall be displayed prominently at all the offices of 

the Licensee (including all 132/33 KV and 33/11 KV Sub-stations) which have interface with consumers 

and shall also be duly published in the electricity bills of the consumers. 

8. Reporting requirements 

8.1 The Forum shall submit a quarterly report in the Format as per Annexure-111 on disposal of grievances to 

the Vidyut Ombudsman and the Commission with a copy to the Licensee within fifteen (15) days from 

the end of a quarter. 

8.2 The Forum shall also furnish an annual report on the activities of the Forum during the financial year to the 

Ombudsman and the Commission with a copy to the Licensee before the end of April of each year. 

9. Presentation of complaint 

9.1 The complainant or a person duly authorized by him in this behalf may submit his complaint along with 

the necessary supporting documents, if any, either in person or through post, e-mail or Fax to the 

appropriate Forum within whose jurisdiction the cause of action for the complaint arises: 

Provided that where a complaint is made orally to a Forum, the same shall be reduced into writing 

and the signature or the left thumb impression of the complainant obtained thereon, by the Forum 

or the Secretary of the Forum when duly authorized by the Forum in this behalf and a copy thereof 

shall be furnished forthwith to the complainant. 
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9.2 In case of submission of the complaint in person, an acknowledgement shall be issued immediately. 

In case of receipt of the complaint by post, e-mail or fax, an acknowledgement shall be dispatched latest 

by the next working day. 

9.3 Any complaint in writing may be submitted either in the format specified in Annexure: I or  at least contain 

the information required in the format as far as possible. 

10. Scrutiny and Admission of complaint 

10. 1  The Secretary of the Forum may, on scrutiny of a complaint received by him, return the same to rectify 

any defects or to bring the complaint in conformity with the provisions of the Act or the Reform Act or 

the Rules or the Regulations or the practice directions or the orders of the Commission, specifying the 

time within which the complaint may be re-presented before the Forum. 

10.2 The Forum may reject the complaint at any stage under the following circumstances: 

a) In cases where proceedings in respect of the same matter and 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: 

b) In cases which fall under Sections 126, 127, 135 to 139 and 152 of the Act: 

c) In cases where the complaint has been submitted beyond two years after the date on which 

the cause of action has arisen� and 

d) In cases where the complaint : 

i. does not disclose a cause of action: 

ii. appears ex-facie to be barred by any law: or 

iii. is re-presented without rectifying the defects for the correction of which it was returned 

or beyond the time specified in the endorsement of return: 

Provided that no complaint shall be rejected unless the Complainant has been given an 

opportunity of being heard. 

10.3 If the complaint is considered to be in order, the Secretary shall obtain the orders of the Forum for 

admission of the same for hearing. 

11. Issue and Service of Notices 

11.1 The Forum shall fix a date for appearance of the respondent(s) and issue notices to both parties for 

appearance on that day and the notice to the respondent(s) shall be accompanied by a copy of the 

c omplaint and copies of enclosed documents, if any. 

11.2 The Forum may, on the request of the complainant, permit the complainant toeffect service of such 
notice on the respondent(s) by delivering or tendering to the respondent(s) personally and the 
complainant shall provide proof of such personal service to the Forum. 

11.3 The Forum may cause the service of such notices on both parties in the manner prescribed by Section 171 

of the Act or through special messenger and obtaining signed acknowledgement or by fax or by e-mail. 
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11.4 Where the Forum is of the op in ion that the adjud ication of the compla int is like ly to have a n  impact on 

the rights a nd interests of other  consumers or  the E lectricity Industry, it may di rect the Licensees to 

p lace the compla int a long with the enc losed documents, if a ny, on the officia l website of the Licensee, 

a lso i nt imat ing the date of hearing. 

12. Procedure for hearing 

12.1 On a p peara nce before the Forum, the respondent (s) sha l l  file the response (s), if a ny, to the com pla int 

with i n  seven (7) days from the date of a p peara nce or before the expiry of such fu rther t ime which may 

be gra nted by the Foru m from time to t ime, subject to a max imum of thirty (30) days. 

12.2 If the  respondent (s) has no o bject ion for the re l ief c la imed in  the compla int  or does n ot file a ny 

response (s), the Foru m sha l l  p roceed to hear  and determ ine  the com pla int  by pass ing a p p ropriate 

orders forthwith on merits on the materia l  ava i la b le on record. 

12.3 If the compla int is contested, the Forum may proceed to give a reasonable opportun ity to both parties to 

produce such ora l  and documentary evidence they may des i re to p roduce and  determine the compla int 

on  merits on  the p lead ings and  evidence ava i la ble on record. 

12.4 If the Foru m considers it necessa ry for a satisfactory decision on the compla int, the Forum may d irect 

either pa rty to produce a ny docu ments o r  information i n  its possession or under its control or direct a 

person a l  inspection by the Forum o r  a competent person on  the su bject at the expense of either party 

a s  the  Forum may d irect a nd take into consideration such documents or information or  report of such 

i n s pection :  

Provided that if the information or documents are withheld by a party or such inspection is resisted 

or not assisted by a party, the Forum may draw an adverse inference against such party. 

12.5 The Foru m may, i n  a ppropriate cases, take recourse to conci liation or mediation or a rb itration or a ny other  

method of  a lternative dispute resolution as it may deem fit and  appropriate in  the c i rcumstances of  the 

case before inqu ir ing into the matter on merits. 

12.6 The Foru m may determine fro m  stage to stage during the inqu i ry or in the fin a l  o rder, the man ner in which 

a n d  by whom the costs and expenses of the proceed ings or a ny step therein have to be borne. 

12.7 Subject to the specific provisions of t h is Regu lation, the Forum sha l l  be guided by the p rincip les of justice, 

equ ity a nd good conscience and  may regulate its own procedu re accord ingly. 

12.8 When,  on the date fixed for hear ing o r  a ny other date to which such hea ring may be adjourned, if a ny 

party or h is authorized agent or representative does not a ppear when the matter is ca lled for hearing, 

the Forum may, in its d iscretion, either dismiss the complaint for defa u lt when the comp la inant or the 

person authorized on his beha lf is a bsent or  p roceed ex-parte to hear  and decide the compla i nt. 

12.9 Where a compla int is d ismissed for defa u lt or decided ex-parte, the person aggrieved may fi le an a pp l ication 

with in  th i rty (30) days from the date of such d ismissal or  being p roceeded exparte, as the case may be, 

for reca l l  of the order passed, a nd the Forum may reca ll the order on such terms as it th i nks fit, if the 

Forum is satisfied that there was suffic ient cause for the non-appea rance when the  petit ion was ca l led 

for hearing.  

12 . 10 The compla i nant or  the respondent (s) may a ppea r before the Foru m either i n  person or  th rough a ny 

other  person d u ly authorised by h im inc luding a n  Advocate. 
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13. Orders of the Forum 

13.l On conclusion of the inqu i ry, the Forum sha l l  pass reasoned orders on the compla int and the decis ion of 

the Forum sha l l  be by a majority of the Members who heard both parties and in the event of equa l ity of 

votes, the Cha i rperson o r  in h is a bsence the person presid ing, sha l l  exercise a second or casting vote. 

13.2 The Foru m sha l l  pass an order of d ismissa l of the compla int, if the decision does not u phold the com pla int 

and the Forum sha l l  grant an a ppropriate relief(s) as per law, if the com pla int is u pheld in ful l  or in part 

and such re l i ef(s) sha l l  be specific and clea r. 

Provided that where any complaint is dismissed or the relief granted is only in part, the Forum shall 

inform the complainant about his right to make a representation to the Vidyut Ombudsman. 

13.3 The orders of t h e  Forum on any compla int sha l l  be passed ord inar i ly with in sixty(60} days of the admission 

of the com p la int by the Foru m and the Forum s h a l l  state the reasons for any pendency beyond such 

period in its q u a rterly report to the Comm ission. 

13.4 The Foru m may, at any time, s ince the adm ission of the compla int t i l l  the fina l  ord ers a re passed, make 

such interlocutory o rd ers or issue such interim d i rections pending fina l  orders on the com pla int as it may 

consider necessa ry to p revent the ends of just ice from being defeated : 

Provided that except where it appears that the object of making such interlocutory orders or issuing 

such interim directions would be defeated by delay, no such interlocutory order shall be made or 

interim directions issued unless the opposite party has been given an opportunity of being heard. 

13.5 The Cha irperson and the Members of the Forum sha l l  sign on a l l  origina l  orders, d ecis ions and p roceed ings 

of the Foru m and a l l  the copies of such orders, decisions and proceed ings issued or communicated by the 

Forum sha l l  be cert ified under  the signature of the Secretary. 

13.6 A l l  fina l  o rders or other  executa ble orders of the Foru m sha l l  be commun icated to the part ies to the 

compla int and the  person responsi ble for executing or  obeying such ord ers with in th ree(3} days from 

the date of such orders. 

13.7 Unless the Foru m specifies in its orders the t ime with in wh ich the orders sha l l  be executed or im plemented, 

the Licensee s h a l l  com ply with such orders with in fifteen (15) days from the date of rece ipt of the orders 

under int imation to the Forum and the Forum may, at the request of the l icensee, extend the t ime for 

such comp l iance u pto a max imum period of one (1) month from the date of the order, for reasons to be 

recorded in writing. 

13.8 Non-compl iance with the orders of the Foru m within the t ime granted or extended sha l l  be deemed to 

be non-compl iance with and contravention of th is Regu lation with in the meaning of Sections 142 and 

146 of the Act. 

13.9 The Forum s h a l l  communicate to the Cha i rman and Managing D i rector of the Licensee a bout the non

com p liance with the orders of the Forum within the t ime granted or extended and the Foru m sha l l  report 

such non-com p l iance to the Commission with in th irty (30} days from the exp i ry of the period so granted 

or extended fo r execution or implementation of the orders. 

13.10 On recei pt of such report from the Forum, the Comm ission may take appropriate act ion, as the facts and 

c i rcu mstances of the case may requ i re and justify for ensur ing comp liance with the o rders of the Foru m, 

inc lud ing action under  Sections 142 and 146 of the Act. 
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CHAPTER 3 

VIDYUT OMBUDSMAN 

14. Qualifications, terms of appointment and removal of Vidyut Ombudsman 

14.1 In terms of su b-sect ion (6) of Section 42 of the Act, the Comm ission may, from time to time, appo int or 

designate a person as V idyut Ombudsman to discharge the functions in  accordance with sub-section (7) 

of Section 42 of the Act. 

Provided that the Vidyut Ombudsman functioning as such immediately before this Regulation coming 

into force shall be deemed to be functioning under this Regulation and shall continue as such till replacement 

by a Vidyut Ombudsman under this Regulation. 

14.2 The Commission may a p point or designate more than one V idyut Ombudsman for a Licensee or a common 

V idyut Ombudsman or  V idyut Ombudsmen for two or more l icensees as may be considered necessa ry 

and exped ient and  may specify their  respective territor ia l  j u risd ictions. 

14.3 The V idyut Ombudsman sha l l  be a ppointed by the Commiss ion after inviting a ppl ications through pub l ic  

advertisement by a notification on the website of the Com m ission and a lso by publ ication in  a Te lugu 

Newspaper having wide c i rcu lat ion i n  the State of And h ra Pradesh from persons, who are e l ig ib le for 

such a ppointment. 

14.4 The V idyut Ombudsman sha l l  be a person of ab i l ity, integrity and  good stand ing and who has been a Super 

Time Sca le D istrict Judge in  the Andh ra Pradesh State Jud icia l Service : 

Provided that whenever the post of Vidyut Ombudsman is vacant or a Vidyut Ombudsman is 

restrained from acting as such, the Commission may place a Director in the Commission or a 

Chief Engineer of a Transmission Licensee in the State of Andhro Pradesh whose services are 

placed at the disposal of the Commission by such Licensee, in Full Additional Charge of such 

post till a regular appointment is made or the restraint is removed. 

14.5 The V idyut Ombudsma n sha l l  hold office for a fixed term of three (3) years from the date he enters u pon 

h is office; 

Provided that a Vidyut Ombudsman shall not hold office as such after he has attained the age of 68 

years. 

14.6 No person sha l l  be a ppointed or continued as a V idyut Ombudsman if he sta nds d isqua l ified on 

account of h is :  

a )  hav ing been adjudged an insolvenr 

b) having been convicted of an offence involvi ng moral  turpitude-

c) having become physica l ly or menta l ly i nca pable of acting as a Vidyut Ombudsman-

d) having acquired such fina ncia l  or other interest as  is l i kely to affect prejud icia l ly h is 

fu nctions as a V idyut Ombudsman� 

e )  having s o  a bused h is position as to render h i s  continua nce in  office prejudic ia l  t o  pub lic 

inte resr 

f) having been gu i lty of proven m isconduct; 

g) having been i ne l ig ib le for such appointment under  th is  Regu lat ion. 
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14.7 A Vidyut Om budsman sha l l  be lia b le to be removed from his office forthwith on account of a ny of the 

aforesaid disq ualifications a rising or  being discovered : 

Provided that no Vidyut Ombudsman shall be removed from his office on any of the aforesaid grounds 

(a) to (f) of 14.6 above unless the Commission has, on an inquiry, concluded that the Vidyut 

Ombudsman ought, on such ground or grounds, to be removed. 

Provided that where an inquiry is contemplated or is pending against a Vidyut Ombudsman on any of 

the aforesaid grounds, the Commission may restrain him from acting as such Vidyut Ombudsman till 

conclusion of the proceedings. 

15. Conditions of service of the Vidyut Ombudsman 

15.l a) The Vidyut Ombudsman sha ll receive a n  honora rium of Rs.75000/-(Rupees Seventy five Thousa nd 

on ly) per month d u ring the first yea r  of service. Such month ly honora rium shal l  be increased by 

Rs.5000/-(Ru pees Five Thousand on ly) for each yea r  of service completed in such office. 

b) The Vidyut Ombudsman  sha l l  be entitled to receive a house rent a l lowance of Rs.25000/

(Rupees Twenty Five Thousa nd on ly) per month. 

c) The Vidyut Ombudsman and his fa mily sha l l  be entit led to the same benefits of medical 

attenda nce and medica l treatment to which a Director in the Com mission is entitled. 

d) The Vidyut Ombudsman sha l l  be e ligible per annum for casua l  leave of fifteen (15) days, O ption a l  

ho lidays for five (5) days a nd Extra-ordinary Leave on loss of pay for such period as t h e  com petent 

a uthority may consider just and reasona ble. The Chairperson of the Commission is the com petent 

authority to sanction  such leave to the Vidyut Ombudsman. 

15.2 The Vidyut Ombudsman s h all be entitled for such trave l ling a l lowa nce and daily a l lowa nce for his officia l  

tours as a re admissib le for the official tou rs of a Director in the Com mission. 

15.3 The Vidyut Ombudsma n  sha l l  be e ligible for such te lephone facilities as a re admissible to a Director in 

the Commission. 

15.4 The Vidyut Ombudsman s h a l l  be e ligib le  fo r an officia l  vehicle as is admissib le  to a Director in the  

Com mission. 

16. Office of the Vidyut Ombudsman 

16.l The office of Vidyut Ombudsman sha ll be located at the place of the head office of the Commission :  

Provided that if more than one Vidyut Ombudsman is appointed or designated, the offices of  such 

Vidyut Ombudsmen shall be located at such places as may be specified by the Commission. 

16.2 The office(s) of Vidyut O m budsman s h a l l  be open d u ring wo rking hours o n  al l  working days of the 

Com mission. 

16.3 The Vidyut Om budsman may hold his sittings or hearings at his office o r  at a ny other place within his 

territoria l  j u risdiction as the exigencies of hearing of the representation (s) may require. 

16.4 The Vidyut Ombudsman sha l l  be the Drawing and Disbursing officer a nd head of his office with genera l  

power of su perintendence a n d  control over  his office a n d  the Commission sha l l  b e  the Head of Department 

for the  office(s) of Vidyut Ombudsman. 
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16.5 The Commission sha l l  p rovide the necessa ry i nfrastructura l  and human  resource fac i l it ies for the efficient 

fu nction ing of the V idyut Ombuds m a n :  
· 

Provided that the office of the Vidyut Ombudsman shall have a minimum establishment of one Secretary 

of the rank of Deputy Director in the Commission or an officer of equivalent rank of the Licensee, two 

Clerk cum Computer Operators and Two Office Subordinates. 

Provided further that such Clerk-cum-Computer Operators or Office Subordinates may be either regular 

employees of the Commission or the Licensee appointed on deputation or those appointed on contract 

or through outsourcing in accordance with the administrative convenience of the Commission. 

16.6 The Secreta ry s h a l l  ass ist the V idyut Ombudsman  in d ischa rge of h i s  fu nct ions  a nd s h a l l  receive a l l  

rep resentat io n s  u n d e r  p roper ack n owledgement. 

16.7 The n a me, location, posta l and e-mail add ress a nd office tele phone a nd fax n u m bers of the  V idyut 

O m budsman  s h a l l  be disp layed prominently on  the websites of the Com mission and the Licensees and  

at  a l l  the  offices of  the Licensees. 

17. Reporting requirements 

17.1 The V idyut Om budsman sha l l  su bmit a q u a rterly report in the  Format as per  An n exu re-IV on  the 

sett lement of rep resentations to the Commission with a copy to the Licensee with in  fifteen (15) days 

from the end of a q u a rter. 

17.2 The V idyut Om budsman sha l l  su bmit to the Com m ission and the State Government with a copy to the 

Licensee(s), a ha lf--yea rly report giving deta i ls  of the nature of the grievances of the  consumers dea lt by 

the V idyut Om budsman, the response of the Licensees in  the redressa l  of the grieva nces a nd the opinion 

of the V idyut Ombu dsman on  the Licensee's compl iance of the Standards of Performance as specified by 

the Com mission under  Section 57 of the Act. Such report should be s u bmitted before 31st Janu ary and 

31st Ju ly of each yea r  as the case may be. 

17.3 The V idyut Ombu dsman sha l l  a lso furn ish an a n nua l  report on the activities of the V idyut Ombudsman 

d u ri ng the  fin a nc ia l  year to the  Com m ission with copies to the State Government a nd the Licensee(s) 

before the end of Apr i l  of each yea r. 

18. Presentation of Representation 

18.1 The com p la i nant or a pe rson du ly authorized by h im in this beha lf may submit h is representation in 

writing accompan ied by a copy of the order of the Forum and other necessary supporting documents, if a ny, 

either i n  person or th rough post, e-mail or Fax to the office of the Vidyut O m budsma n having territor ia l  

ju r i sd ict i o n. 

18.2 I n  case of submission of a representation in person,  a n  acknowledgement sha l l  be issued immediately. 

I n  case of receipt of a representation by post, e-mail or Fax, a n  acknowledgement sha l l  be d ispatched 

latest by n ext work ing day. 

18.3 Any representation in writ ing may be submitted e ither  in the format specified i n  An nexure:  I I  o r  at least 

conta in  the information requ i red in the format as fa r as possible. 

19. Scrutiny and Admission of Representation 

19.1 The Secreta ry in the office of the V idyut Ombudsman may, on scrutiny of a representation received by 

h im, return the same to rectify a ny defects or to bring the representation in conformity with the provisions 

of the Act or the Reform Act or  the Ru les or  the Regulations or  the p ractice d i rections or  the orders of the 

Com m ission, specifying the time with in  wh ich the representation may be re-presented to the office of 

the V idyut Ombudsma n. 
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19.2 A representation may be filed before the Vidyut Ombudsman against the order  of the Forum within 

thirty (30) days from the date of receipt of the order of the Foru m. 

Provided that the Vidyut Ombudsman may entertain a representation after the expiry of the period of 30 days, 

if he is satisfied that there was a sufficient cause for not filing it within such period, upon such terms as to costs 

or otherwise as the Vidyut Ombudsman thinks fit. 

19.3 The Vidyut Ombudsman may reject the representation at any stage under the fol lowing circumsta nces: 

a) in cases where p roceedings in respect of the same matter and between the same Com plaina nt 

a n d  the Licensee a re pending before a ny court, t ribu na l, a rbitrator or  a ny other a uthority, or  a 

d ecree or award or a fin a l  order has a l ready been passed by any such court, tribuna l, a rbitrator 

or a uthority: 

b)  in  cases which fa l l  u n der Sections 126, 127, 135 to 139 and  152 of the Act: 

c) in  cases where the representation 

i) d oes not disclose a cause of action :  

ii) a ppears ex-facie to be barred by a ny law : or  

ii) is re-presented without rectifying the defects for the correction of which 

it was returned or beyond the time specified in the endorsement of retu rn. 

Provided that no representation shall be rejected unless the complainant has been given an 

opportunity of being heard. 

19.4 If the rep resentation is conside red to be in order, the Secretary sha l l  obtain the orders of the Vidyut 

Ombudsma n for ad mission of the same for hearing. 

20. Issue and Service of Notices 

20.1 The Vidyut Ombudsman sha l l  fix a date for a p peara nce of the respondent(s) a nd issue  notices to both 

parties for a p peara nce on that d ay a n d  the notice to the respondent(s) sha l l  be accompanied by a copy of 

the representation a n d  copies of enc losed documents, if a ny. 

20.2 The Vidyut O m budsman may, on  the req uest of the complainant, permit the complaina nt to effect service 

of s u ch n otice o n  the res p o n d e nt by d e livering  o r  tend ering  to the resp o n d e nt p e rso n a l ly a n d  the 

com plainant sha l l  provide proof of such persona l service to the Vidyut Ombudsma n. 

20.3 The Vidyut O m budsman may cause the service of such notices on both parties in the manner  

p rescribed by Section 171 of the Act or  through specia l  messenger a n d  obtaining signed 

acknowledgement or  by fax or  by e-mail. 

20.4 Where the Vidyut Ombudsman  is of the opinion that the adjudication of the representation is likely to 

have a n  im pact on the rights and  interests of other consu mers o r  the E lectricity I n dustry, he may direct the 

Licensees to p lace the representation a long with the enclosed docu ments, if a ny, on the officia l websites 

of the Licensees, a lso intimating the date of hea ring. 
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21. Procedure for hearing: 

21.1 On appearance before the V idyut Ombudsman,  the Vidyut Ombudsman may proceed to give a reasona ble 

opportu n ity to both part ies to produce such fu rther  ora l and docu mentary evidence they may desire to 

produce and hear  a nd settle the representation on  merits, on the p lead ings and evidence ava i l ab le  on 

record. 

21.2 If the V idyut Ombudsman considers it necessary for a satisfactory decision on the representation,  he may 

d i rect e ither  party to produce any documents or information in its possession or under its control or d i rect 

a persona l  i nspect ion by the V idyut Ombudsman or a competent person on the subject at the expense of 

e i ther  pa rty as t h e  V idyut O m b u d s m a n  may d i rect a nd t a ke i nto cons id erati o n  such docume nts o r  

information or report o f  such inspection: 

Provided that if the information or documents are withheld by a party or such inspection is resisted or 

not assisted by a party, the Vidyut Ombudsman may draw an adverse inference against such party. 

21.3 The V idyut Ombudsman may, in  a ppropriate cases, take recourse to conci l iation or  mediation or a rb it ration 

or a n y  oth e r  method of a lternat ive d ispute reso l ut ion as  he may deem fit a n d  a p p rop riate in t h e  

ci rcu mstances o f  t h e  case before inqu ir ing i nto t h e  matter o n  merits. 

21.4 The V idyut Ombudsman may determine from stage to stage d u ring the inqu i ry or in the fina l  order, the 

manner in  which and by whom the costs and  expenses of the proceedings or  a ny step therein have to be 

borne. 

21.5 S u bj ect to the  s pecif i c  p rovis ions of th is  Regulat ion ,  the V i dyut O m budsma n s hal l  be gu ided by t h e  

pr inc iples o f  just ice, equ ity a nd good conscience and may regu late h is own procedu re accord ingly. 

21.6 When, on the date fixed for hear ing or a ny other date to which such h ea ring may be adjou rned, if any pa rty 

o r  h is authorized agent or representative does not appear  when the  matter is ca l led for hear ing, the 

V idyut O m b u d s m a n  may, i n  h i s  d isc ret ion ,  e ither  d ism iss  t h e  represe ntation  fo r d efa u lt when t h e  

compla inant or  t h e  person authorized o n  h i s  beha lf i s  a bsent o r  proceed ex-parte t o  hear a n d  settle the 

re p resentat ion. 

21.7 Where a representation is d ismissed for defa u lt o r  decided ex-parte, the person aggrieved may fi le a n  

a p plication with in  th i rty (30) days from the date of such dismissal  or being p roceeded ex-parte, as  t h e  case 

may be, for reca ll of the order passed, a nd the V idyut Ombudsman may reca l l  the order on such terms as 

he t h i n ks fit, if he is sat isf ied that  t h e re was suffi c ient  cause  for  t h e  n o n-a p pe a ra n c e  w h e n  t h e  

rep resentation was ca l led for hear ing. 

21.8 The comp la inant o r  the respondent(s) may a ppear before the V idyut O m budsman either i n  person or  

through any other person duly a uthorised by h i m  inc lud ing a n  Advocate. 

22. Orders of the Vidyut Ombudsman 

22.1 On conclus ion of the inqu i ry, the V idyut Ombudsman sha l l  pass reasoned orders on the representation. 

22.2 The V idyut Ombudsma n sha ll pass a n  order of d ismissal of the representation, if the decision does not 

u phold the representation and he sha l l  gra nt an a ppropriate relief(s) as per law, if the representation is 

upheld in fu l l  or in part and such re l ief(s) sha l l  be specific and clea r. 

22.3 The orders of the V idyut Ombudsman on any representation sha l l  be passed ord ina r i ly within s ixty (60) 

days of the a d mission of the representation by h i m  and h e  sha l l  state the reasons for a ny pendency 

beyond such period in h is qua rterly report to the Commission. 
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22.4 The V idyut Ombudsman may, at a ny time, since. the admission of the representation t i l l  the fina l  orders 

a re passed, make such interlocutory orders o r  issue such interim d i rections  pending fina l  orders on  the 

representation as he may cons ider necessary to p revent the ends of justice from being defeated :  

Provided that except where it appears that the object of making such interlocutory orders or issuing such 

interim directions would be defeated by delay, no such interlocutory order shall be made or interim 

directions issued unless the opposite party has been given an opportunity of being heard. 

22.5  The V idyut Ombudsman sha l l  sign on  a l l  origina l  orders, decisions a n d  p roceed ings and  a l l  the copies of 

such  o rders, d ec is ions and  p roceed i ngs issued or com m u n icated by the  V idyut Ombudsman s h a l l  be  

cert ified under  the signatu re of  the Secretary. 

22.6 A l l  fi n a l  orders o r  other  executa b le  o rders of the V idyut O m budsman  sha l l  be com mun icated to the 

parties to the representation and the person responsible for executing or  obeying such orders with in  

th ree(3) d ays from the  date of  such o rders. 

22.7 Un less the V idyut Ombudsma n specifies in h is o rders the t ime with in  which the orders sha l l  be executed 

or im p lemented, the Licensee sha l l  com ply with such orders with i n  fifteen ( 15) days from the d ate of 

rece ipt of the orders under  i nt imat ion to the V idyut Ombudsman a n d  he may, at the req uest of the 

l icensee, extend the t ime for such compl iance u pto a maximu m period of one (1 )  month from the d ate of 

the order, for reasons to be recorded i n  writ ing. 

22.8 N on-comp li ance with the orders of the V idyut Ombudsman with in  the t ime gra nted or extended shal l  be 

deemed to be non-compl iance with and contravention of th is  Regu lation with in  the mean ing of Sections 

142 and 146 of the Act. 

22.9 The V idyut Ombudsman sha l l  com m u nicate to the Chairman a n d  Ma naging D irector of the Licensee a bout 

the  non-compl ia nce with the orders of the V idyut Ombudsma n  with in  the t ime granted or extended a n d  

t h e  V idyut Om budsma n  sha l l  report such non-compl iance t o  t h e  Commission with in th i rty (30) days from 

the expiry of the period so granted or extended for execution or implementation of the o rders. 

22.10 On receipt of such report from the V idyut Ombudsman, the Com mission may take appropriate a ction, 

as  the facts a nd c i rcu msta nces of the case may requ ire and justify for ensuring comp l iance with the orders 

of the V idyut Ombudsman inc lud ing action under  Sections142 a nd 146 of the Act. 

CHAPTER 4 

Consumer Assistance 

23. 1  T h e  Secretary of t h e  Commiss ion sha l l  be t h e  officer i n  t h e  Com m iss ion respo ns ib le  for consumer  

affa i rs inc lud ing consumer protection, consu mer interest a n d  consu mer assista nce assisted by  Deputy 

D i rector  (Consumer Assistance) a n d  I or a ny other officer or employee of the Commission as may be 

d i rected by the Commission from t ime to t ime. 

23.2 The Secretary of the Commission sha l l  review the reports of the V idyut Ombudsman and  the Forums 

received i n  the Commission from t ime to time and obtain the orders of the Commission with in  ten (10) 

days from the receipt of such reports on the action to be taken for protection of consumer i nterest in  

genera l  or  in  particu lar  cases inc lud ing issuance of any genera l  o r  specia l  instructions in  accorda nce 

with law to the V idyut Ombudsman  or  the Forums or the Licensees or others. 

23.3 The Secreta ry of the Commission sha l l  exa mine and obta i n  appropriate orders from the Comm iss ion 
on the action to be taken on any communication from a ny consumer regard ing any grievance, with in  
five (5) d ays from the receipt of  such communication, fo r red ressal of  such grievance whether or  not 
the consumer has taken recou rse to the Compla int Hand l ing P rocedu re relat ing to D istr ibut ion a n d  
Reta i l  Sup ply adopted in  pursua nce of t h e  d istribution a n d  reta i l  supp ly l icences by t h e  Licensees o r  
the  remedies provided u n d e r  t h i s  Regu lation. 
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23.4 The Commission may d irect the concerned officer of the Licensee to treat a ny such communication as 

a grievance or representation u nder  the compla int ha ndl ing procedure relating to the d istribution and 

reta i l  sup ply a nd red ress the grieva nce s pecified there in  and report to the Co m m ission the action 

taken with in  the t ime to be specified by the Commissio n. 

23.5 The Commission may di rect the Forum or the V idyut Ombudsman, as the case may be, to treat a ny such 

com m u n ication as  a compla int or a representation presented under th is Regu lation and pass orders on 

merits in  accordance with the procedu re prescribed in this Regulation a nd re port to the Com m ission 

exped i t ious ly. 

23.6 Notwithsta nd ing a nyth ing conta i ned e lsewhere in this Regu lation, the Commission may, if it considers 

a n y  such  commu n icat ion to be n ot wit h i n  the scope of the comp la int h a n d l i ng proced u re or the  

ju risd ict ion of  the Foru m  or the V idyut Om budsma n but  sti l l  fa l ls with in  its fu nctions under Section 86 

read with Sections 57 and  88 ( iv) of  the Act or otherwise, pass a ppropriate orders or issue a ppropriate 

d i rect ions in accorda nce with Law for provid i ng a ppropriate rel ief by the person responsib le for such 

red ressa l a nd seek a report of compl iance with in  such time as may be specified by the Commission. 

23.7 N on-com pl iance with the orders or d i rect ions of the Commission under  23.4 to 23 .6 a bove sha l l  be 

deemed to be non-compl iance with a nd contravention of th is Regu lation with in  the mean ing of Sections 

142 and 146 of the Act. 

23.8 If no  response or report i n  compl iance of the orders or d irections passed or issued under 23.4 to 23.6 

a bove is received from the Officer respons ib le under the compla int hand l ing procedure or the Forum 

or the V idyut Ombu dsma n or  the person respons ib le for such compl iance, as the case may be, with in  

the t ime specified by  the Commission, the Commission may take  appropriate act ion as the facts and 

circu msta nces of  the case may requ i re and justify for ensuring compl ia nce of such orders or d i rections 

inc lud ing act ion under Sections 142 a nd 146 of the Act. 

23.9 The Commission may, if it considers just and  necessary, d i rect the  Secretary of the Comm ission to ca l l  

for the rema rks or report of  the person concerned on the contents of  any such co mmun ication before 

taking a ny action under 23.4 to 23.6 a bove and may a lso specify the time with in  which such remarks or 

report shou ld be submitted to the Com m ission. 

23.10 The Com mission may, on exa mination and consideration of such remarks or report, d rop a ny fu rther 

action if  it considers the same to be unnecessary a nd unwa rra nted or proceed to take a ppropriate 

action under  th is Regu lation as may be considered just and necessary. 

23.11 I f  the person responsib le fa i ls  without a ny reasonable excuse or cause to submit h is rema rks or report 

as ca l led for by the Secreta ry of the Commission under its orders, such defa u lt sha l l  be deemed to be 

non-compli ance with a nd contravention of this Regulation with in  the mean ing of Sections 142 and 146 

of the Act actiona b le under  23.8 a bove. 

23.12 An Officer not below the ran k  of a Ch ief Genera l  Ma nager of a Licensee sha l l  be designated by the 

Licensee a s  the Nodal Officer in respect of a l l  matters relating to consumer affa i rs inc luding consumer 

protection, consumer i nterest a nd consu mer ass ista nce. 

23.13 Such Noda l Officer sha l l  monitor due working of the complaint hand l ing procedu re, due representation 

of the Licensee before the Forum and the V idyut Ombudsman in  their proceed ings, due response to a l l  

t h e  co m m u n icat ions from t h e  Comm ission and  d u e  action for p ro m pt red ressa l o f  a n y  consumer 

grieva nces otherwise brought to h is notice. 
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23.14 The Secreta ry of the Commission and the Nod a l  Officers of the Licensees sha l l  act in  coord ination 

for spread ing  consumer  awa reness t h rough consu mer ed ucation, st rengthen ing  consumer  

organ izations for p rotection of consumer inte rests a nd rights a nd making suggestions from t ime 

to time to the Commission and the Licensees for improvement of consumer grieva nce red ressal  

mechan isms and betterment of sta ndards of performance of the E lectricity I nd ustry as  a whole.  

CHAPTER 5 

GENERAL 

24. 1  The Licensee sha l l  ensure that the person aga inst whom a comp la i nt or rep resentation, as the 

case may be, has been made in  the Forum or the V idyut Ombudsman, a nd i n  his absence, an 

Officer not below the rank  of an Assistant Engineer sha l l  a ppea r before the Forum or the V idyut 

.Qm budsman on a l l  dates of hear ing for fi l i ng a ny p leadings or furnishing a ny documents or 

records or information or making a ny submissions on behalf of the Licensee. 

24.2 The Superintend ing Engineer of the Licensee concerned sha l l  ensure representation of the Licensee 

before the Forum or the V idyut Ombudsm a n ,  as the case may be, on a l l  dates of hear ing as 

prescri bed by 24. l a bove a nd sha l l  submit month ly reports to the Noda l  Officer of the Licensee 

a bout the p rogress of red ressal  of consumer gr ievances with in  h is ju risd ict ion.  

25. Repeal 

CHAPTER 6 

MISCELLANEOUS 

25. l Save as otherwise p rovided i n  this Regu lation, the Andhra Pradesh E lectricity Regu latory Com mission 

(Estab l ishment of Forum a n d  V idyut Ombudsman for redressa l of grievances of the consumers) 

Regu lation, 2004 ( 1 of 2004) a nd the A.P. E lectricity Regu latory Commission (Appointment of V idyut 

Ombudsma n  a nd Terms a nd Conditions of Service) Regu lation, 2007 (2 of 2007) as a mended from 

t ime to t ime a re hereby repea led . 

26. Savings 

26. 1  N otwithstand ing a nyth i ng conta i ned i n  this Regu lation, the comp la int hand l i ng p rocedu re relating to 

d istr ibution a n d  reta i l  supp ly adopted in pursuance of the d istri bution a nd reta i l  supp ly l icences by 

the Licensees sha l l  continue to be in force . 

26.2 The provisions of th is  Regu lation sha l l  be in add it ion to a nd not i n  derogation of the p rovisions of any 

other law or ru les or regu lations for the time being in force. 

27. Power to remove difficulties 
27 . 1  If a ny d ifficu lty a rises i n  giv ing effect to any of th e  p rovisions of these Regulations, the Commission 

may, by genera l  or  specia l  order, d i rect the Licensee, the Forum a nd the V idyut Ombudsman to take 
su itab le act ion not being inconsistent with the p rovisions of the E lectricity Act, 2003, or any other  
Law for the t ime be ing i n  force which appears to the Com mission to be necessa ry or  exped ient for the 

pu rpose of  removing d ifficu lties. 

28. Power to Amend 

28. 1 The Com m ission may, at a ny t ime add, va ry, a lte r, mod ify or amend any p rovis ions of th is  Regu lation.  

DR.A.SRINIVAS, 
Commission Secretary fi/cJ 
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ANNEXURE I 

APPLICATION TO CONSUMER GRIEVANCES REDRESSAL FORUM 

Date: -----

Name of the Compla inant :  ________ _ 

Fu l l  address of the Com pla inant : ______ _ 

P in  Code :  _____ _ 

Phone no.: _____ _ 

Fax no.: ____ _ 

Ema i l  i d :  ____ _ 

Nature of Connection and  Consumer no. ( in case of having a ppl ied for a connection, state the a pp l ication 

registration n u m ber) ( If a pp l icab le) : 

Distr ibution Licensee: _____ _ 

Nature of grievance (p lease tick the relevant box/ boxes): 

a. Wrong b i l l i ng_ b. Recovery of a rrea rs _ c. Fau lty Meter _ d. Burnt meter _ 

e. Supp ly interru ption _ f. Harmonics in supply _ g. Supply voltage related _ 

h. Deficient service _ i. Delay in p rovid ing new connection _ j. Recon nection _ 

k. Change in con nected load _ I. Tra nsfer of connection _ 

m. Others (please specify)-------------------

Designation of the employee I employees or the Office of the Licensee from whom rel ief is sought: 

1 9  

Deta i ls  of the grieva nce, facts g iv ing rise to the grievance { If space is not sufficient please enclose separate 

s h eet) 

Nature of rel ief sought from the Forum 

List of docu ments enclosed (Please enclose copies of any relevant documents which su pport the facts giving 

rise to the grieva nce) 

Deel  a ration :  

I /  We, the Compla ina nt /s herein declare that: 

the information fu rnished herein a bove is true and co rrect and 

I/  We have not concealed o r  misrepresented a ny fact stated here ina bove and the doc u ments subm itted 

h erewith. 
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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 pa rt ies concerned with the subject matter to the best of  my/ our knowledge. 

The subject matter of my I our G rieva nce has not been settled through the Forum in a ny previous 

proceedings. 

The subject matter of my I our Grieva nce has not been decided by a ny competent authority/court/ 

a rb itrator, a nd is not pending before a ny such authority I cou rt / a rbitrator. 

You rs fa ithfu l ly 

(Signature)  

(Compla inant's name i n  block letters) 

NOMINATION ( If the Comp la inant wa nts to nominate his rep resentative to appear a nd make 

submissions on h is  behalf before the Forum, the fol lowing decla ration should be submitted . )  

I/We the  above named consumer hereby nominate Shri/Smt . . . . . . . . . . . . . . . . . . . . .... . ... . . . . .  , whose add ress i s  

as my/our  REPRESENTATIVE i n  the p roceedi ngs and  confirm that a ny statement, acceptance or  

rejection made  by  h im/her sha l l  be  b ind ing on me/us. He/she has  signed below i n  my  p resence. 

ACCEPTED 

{Signature of  Representative) 

{Signature of Compla inant) 
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ANNEXURE I I  

REPRESENTATION BEFORE V IDYUT OMBUDSMAN 

Note: * i nd icates com p ulsory fie lds 

Date * :  ____ _ 

To 

The V idyut Ombudsman 

{Specify fu l l  address) 

Dear Sir I Mada m 

SUB :  ( p lease make a mention of the order of the Forum from wh ich a rep resentation to the V idyut 

Ombudsman is  being made) 

Deta i ls  of the grievance a re as under :  

Name of the Com pla i na nt :  ________ _ 

Fu l l  address of the Comp la inant * :  ______ _ 

P in  Code* :  ------

Phone no. * :  ------

Fax no . :  ____ _ 

Ema i l  id :  ____ _ 

Natu re of Connection and Consumer no .*  { in  case of having a pp l ied for a connection, state the 

app l ication n u m ber:---------------------

Distrib ution Licensee * :  ------

Name and Address of the Forum * :  _____ _ 

Date of submission of grievance by the Compla inant to the Forum* {p lease enclose 3 copies of the 

grievance ) :  -------------------

2 1  

Deta i l s  of the representation, facts giving rise to the representation* { I f  space is not sufficient p lease 

enclose separate sheet) 

Whether the consumer has  received the fina l  decision of the Forum? ( I f  yes, p lease enclose three copies 

of the Forum's order conveying its fi na l  decision 

I f  the consumer has received the fi na l  decision of the Forum, whether  any a mount was assessed by the 

Forum to be paid by the consumer to the Licensee? I f  so, the deta i ls  thereof 

Natu re of re l ief sought from the V idyut Ombudsman 

List of documents enclosed {P lease enclose three copies of a l l  relevant dycuments which support the 

facts giving rise to the representation) 
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Decla ration :  

I/  We, the Comp la ina nt/s herein decla re that: 

The i nformation furn ished herein a bove is  true and correcr and 

I/ We have not concealed or misrepresented a ny fact stated hereinabove and the documents submitted 

herewith.  

The subject matter of the p resent representation has never been brought before the Office of the 

V idyut Ombudsman by me/ or by any one of us or by a ny of the pa rties concerned with the subject 

matter to the best of my/ our  knowledge. 

The subject matter of my/ our rep resentation has not been settled through the Office of the V idyut 

Ombudsman i n  a ny p revious proceed ings. 

The subject matter of the p resent representation has not been decided by any competent authority/ 

court/a rbitrator, and is not pending before any such a uthority / court / a rbitrator. 

Yours fa ithfu l ly 

{Signature) 

{Compla i nant's name in b lock letters) 

NOMINATION - ( I f  the Comp la ina nt wants to nominate h is  rep resentative to a ppea r and make 

submissions on h i s  beha lf  before the V idyut Ombudsman,  the fol lowing declaration should be 

submitted. )  

I/We the a bove named consumer hereby nominate Sh ri/Smt . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  , whose address is 

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  as my/our REPRESENTATIVE i n  the proceedings 

and confi rm that a ny statement, acceptance or  rejection made by h im/her sha l l  be b ind ing on me/us. 

He/She has  signed below in my p resence. 

ACC E PT E D  

{Signature of Representative) 

{Signature of Compla ina nt) 



February 16, 2016] ANDHRAPRADESH GAZETTE EXTRAORDINARY 

AN N EXU RE Ill 

QUARTERLY REPORTI NG BY THE FORUM 

Quarter end ing ____ 20 

1 .  Status of g ri eva n ce i:.�g-�-!i_a,l;. 

S. -Fa rs met.e rs LJelay --0.-u slrty Met€ f 
No. in of p ro b le ms  

re·stom su p p ly  
g 

su p p ly 
1 g nevs noe·s 

pending at e nd 
of previous 

quarter 
-z g nevsnoes 

reoeived d uring 
this q u.arter 

� 1 otsT 
g rievanoes 

(1 +2) 
4 g nevanoe:s 

afu!nd€d d u mg  
this q u arter 

-s- lrele noe 
g rieva nces to 
bi! attended 

{3--4) 
0 g rievances 

suocessfu !ly 
redressed 

during this 
q u a rte r  

I g nevanoes m 

the p rocess of 
��f.efo·'i:a! 

B g neva noes 
e.:.ca lated to 
Omb udsma n 

Note: Su m of row 6, 7 & 8 should be equa l  to row 4 

tllllln g  -U-ua!ffy 
p ro b le ms  of 

s.e rvice  

2.  Reasons for pendency of  a ny compla int beyond sixty (60) days, complaint-wise :  

3. Status of compl iance b y  l icensee: 

.:.}the rs 

23 

1 ofs1 

a .  Of the number  of grievances successfu lly redressed during the quarter, state the number  of grieva nces i n  

which t h e  orders s pecified d i rections t o  the Licensee: 

b. Describe the status of the Licensee's compl iance against each such grievance: 
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ANNEXURE 1'\F 

Q UARTERLY REPORTING BY VIDYUT OMBUD SMAN 

Quarter ending ___ of 20 __ 

1 .  Status of Settlement of repre sentations: 

S. --P-aram efers Delay m Quality" Meter Billing oual1ty" um ers Total 
No restoring of probl ems pro bl ems of 

s up p ly supply s erv i ce 
1 """RepresentaI1ons 

pending at end 
of previous 

quarter 
2 Rep res entat1ons 

received duri ng 
th  is quarter 

� IOfaf 
rep res entatio ns 

( 1 +2}  
4 �epres entations 

atten d ed d uri n g  
this quarter 

b ""Rafance 
rep res en ta ti o ns 
to be attended 

(�} 
0 �ep resentations 

s uccessfully 
s ettl ed during 

this quarter 
7 ""Rep res entaftons 

in th e process of 
s ettl em ent 

2. Reasons for pendency of any representation beyond sixty {60) days, representation-wise: 

3. Status  of compl iance by Licensee: 

a .  Of the n umber of representations successfu l ly  settled during the quarter, state the n u m ber of 

representations in wh ich the orders specified d i rections to the Licensee: 

b .  Descri be the status of the Licensee's compl iance aga inst each such representatio n :  

DR.A.SRINIVAS, 
Commission Secretary li/cJ 
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