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Introduction -

Due to increasing number of electricity consumers and their complaints, the
need for a Commission/Forum was felt for redressal of complaints/problems at the
local level. Apart from that protection of the interests/rights of the consumers will also
be protected by establishing co-ordination between the licensee and the consumers. It
would also be a coordinator between them.
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Therefore, under sub-section (5) (6) and (7) of section 42 of the Electricity Act
2003, the Electricity Forum was first established in 2004 for redressal of complaints of
consumers as per the Electricity (Consumer Rights) Rules notified by the
Government, Ministry of Power. Thereafter, the prevailing rules have been revised
from time to time with a view to providing timely and satisfactorily resolution of the
consumers. The culmination of formation of Electricity Forum at the circle level was
taken as per the Electricity Regulations-2021. So that consumer complaints can be
resolved at the circle level itself.

Electricity consumer aggrieved by the "action taken" or "non-action™ by the
licensee, can lodge his complaint by following procedure:

1. “Internal Grievance Redressal Mechanism” which is prescribed by the
Licensee.
2. Through circle level Electricity Forum.

3. Through Company level Electricity Forum.
4. ThroughHon. Vidyut Lokpal, Bhopal.
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Formation of Forum :-

The Forum shall consist of two officers of the licensee, one independent
member, and have not more than four members as consumer and prosumer
representatives.

The other four members of the Company level Forum shall be appointed by
Licensee with the consent of the Commission as consumer and prosumer
representatives who have attained minimum age of 35 years and who have been
consumers / prosumers of Licensees. She/he should not be defaulter of electricity bills
and has not been ever convicted under section 135 of the Electricity Act 2003 and that
there is no criminal case pending against him in any Court. The members shall be
from the following consumers categories —

(i) Agriculture consumers

(i) Industrial consumers

(ili)  General consumers viz. domestic / non domestic etc.
(iv)  Prosumers

The maximum numbers of consumers/prosumers should be limited to
four. Only one member shall be considered from each category.
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Procedure of Forum :-

The first stage of Forum begins with the complaint.

Complaint :-

Consumer Dispute” means dispute where the Licensee or its representative
against whom a complaint has been made, denies or disputes the allegations contained
in the complaint;”

“Grievance” shall mean a dissatisfaction of the Consumer arising out of the
failure of the Licensee to register or redress a Complaint and shall include any dispute
between the Consumer and the Licensee with regard to any Complaint or with regard
to any action taken by the Licensee in relation to or pursuant to the purview of any of
the following provisions of the Act will not form a grievance under these Regulations:

(i) Unauthorised use of Electricity as provided under Section 126 of the

Act;
(i)  Offences and penalties as provided under Sections 135 to 139 of the
Act;

(ili)  Compensation related to accident in the distribution, supply or use of

electricity as provided under Section 161 of the Act; and

(iv)  Complaint is pending in any other Court.
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Format for Complaint :-

The Electricity Forum will receive a written complaint sent or filed by the
consumers in the prescribed format in single copy as per (Exhibit -1). The licensee
shall make available the Hindi version of the draft at each distribution center.
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Reqgistration of Complaint :-

The Electricity Forum will issue an acknowledgment of receipt of
complaint/grievance, and after registering the complaint received, giving the
registration number in the prescribed format register (attached Exhibit-2), a separate
file of each complaint (Attached Exhibit-3) will prepare.
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Summoning :-

“The Forum shall refer a copy of such Complaint to the concerned office of the
Distribution Licensee directing it to give its version of the case within a period of
fourteen days or such extended period not exceeding ten days, as may be granted by
the Forum.
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Hearing :-

The Forum shall fix the date of hearing/meeting, giving the licensee a
stipulated period to present his side on the complaint, which will have to be informed
through a notice issued to the licensee/complainant. The hearing will be held in the
presence of the complainant/licensee on the date fixed for hearing. In which after
studying the evidence/documents presented by both the parties on the basis of the
rules of the Act and the Code, the case will be secured for passing the final decision or
order. During the hearing, the presence of the parties and the defense presented will be
briefly mentioned on the order sheet (exhibit-5 attached).

In a complaint/case, the Forum can hold more than one hearing as per the need
for satisfactory resolution of the matter.

Ex-parte on the basis of evidence brought to its notice by the Complainant
where the Distribution Licensee omits or fails to take any action to represent his case
within the time given by the Forum.

“Where the Complainant fails to appear on the date of hearing before the
Forum, the Forum may either dismiss the complaint for default or decide it on merits.
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Duration for Settlement of Cases —

The Forum shall settle the Grievances of the consumers within a period of 30
days normally and not exceeding 45 days in any case. The forum may be assigned
different types of grievances depending on the nature of the grievance and the level at
which it can be best resolved.
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Quorum-

The quorum for the Forum meeting shall be three. Each member shall have one
vote and in case of equality of votes on any issue or resolution, the Chairperson shall
have a casting vote.
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Speaking Order and its Compliance :-

The Forum shall communicate its decision to the Complainant through a
speaking order (Attached exhibit-6 and 6(a)). The directions issued by the Forum
shall be binding on the licensee. As per the Clause 146 of Electricity Act 2003, the
non compliance of said orders may be punishable. The licensee shall comply with
the order of the Forum within 45 days from the date of receipt of the order. In
appropriate cases, considering the nature of the case the Forum, upon the request of
the licensee may extend the period of compliance of its order up to a maximum of
three month under intimation to the complainant.
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Appeal —

The consumer aggrieved by the decision of circle level forum will have the
option to approach the company level forum before making an appeal to the
Ombudsman.

If the Complainant is aggrieved by the order of the company level forum or
non-redressal of the grievance by the company level Forum within the period
specified, the Complainant may make a representation in the format specified at
Annexure-I to the Electricity Ombudsman appointed/designated by the Commission
within a period of sixty days from the date of receipt of the final order or from the
expiry of the period specified for redressal of the grievance by the Forum.

No representation to the Electricity Ombudsman shall lie unless the consumer
has deposited, in the prescribed manner, at least, half of the amount.
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Promotion of the Forum —

The Licensee shall, from time to time, give publicity of the constitution and
existence of the Forum including in the bills raised for the supply of electricity to the
consumers in such manner as the Commission may from time to time notify. The
names/designation of the Members and the concerned Officers of the Forum, the
address, e-mail, facsimile and phone numbers of the Forum shall be displayed at all
the Offices of the Licensee and shall also be duly publicised, if considered
appropriate, including on the bills raised on the consumers.
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