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Engineer

(2). Voltage Complaints
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(B). Billing problems: including change of category : Complaint in respect of non-receipt of energy
bills/ receipt of erroneous bills shall be lodged by the consumer or by his authorised representative
in writing, in duplicate, in the proforma at Annexure-IT with the officer concerned of the area, as
indicated in column 3 of Table - B below who shall resolve the minor problems across the table. In
all other cases requiring rectification of records, checking the meter, etc., it will be resolved within
the time periods indicated in Section 3 above failing which the consumer can make a complaint to
the officer mentioned in column 4 of Table - B below in the prescribed form at Annexure-III.
Receipt of the complaint shall be acknowledged in all cases.

Table - B
Category of Where to lodge Next higher level
Sl.No. . .
) Consumers complaint for complaint
(2) (3) 4)

Assistant Accounts
1. All LT . ivisi i
[l LT consumers Officer/ ERO Divisional Engineer

Senior A nts . .
HT consumers enior Accounts Superintending
: . ~. .. |Officer/ Operation .
Discrepancies in bills circle Engineer

(6). Disconnection and reconnection of power supply:
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When the applicant doesn't get proper response within the time limit as stipulated in Section 3 (7)
above, he may lodge a complaint to the official mentioned at column 3 of Table - D below. If he
doesn't get adequate response from the said officer within seven working days, he may contact the
next higher officer mentioned at column 4 of the Table. Complaint should be lodged in writing in the
proforma at Annexure - IV.

Table - D
. Where to lodge Next higher
SI.No | Type of new connections : level for
complaint )
(D (2) 3) complaint
(4)
1 For all LT connections Asst. Divisional DE
' other than industrial. Engineer (Operation) o
2. | LT industrial connections. Divisional Er\gmeer‘ S.E
(Operation).
For HT connections with a Superintending
3. contract demand of less Engineer CE/ Commercial
than 5000 kVA (Operations)
For HT connections with a Chief Engineer

contract demand of 5000 (Comml.) MD of DISCOM



kVA and above

5. Complaint / Appeal before Licensee's Highest Authority
When the applicant / consumer does not get proper response even after approaching the next
higher level officer as indicated in column-4 of the Tables A/B/C/D or if he is not satisfied with
the action taken by them, the consumer may lodge a complaint/appeal to the MDs of DISCOMs. The
Highest Authority of the Licensee should dispose off the complaint / appeal made by the consumer
to him within 15 days from the date of receipt of complaint/appeal.
6. DO°E S550R0R 1HIB0%H Ty FHAQ HrD0T RE 0 020080 - VIIP
2350220,
7. DN 8050 HB$IEed
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8. The Licensees shall make available the following codes and Regulations etc. (both in Telugu and
English) at its offices for perusal of any Consumer:
a. its codes of Practice (Application for supply, Conditions of Supply and procedures, Consumer
Rights statement, code of practice on payment of bills and Complaint Handling Procedures)
b. its approved standards of Performance
c. its approved Tariff Schedule and
d. the Regulations made by APERC on Consumer's Right to Information.
e. Category-wise priority lists of New Connections shall be exhibited in the Section Offices.
Annexure - I
PROFORMA FOR LODGING COMPLAINT
FOR LOW VOLTAGE/INTERRUPTION/FAILURE OF POWER SUPPLY/SCHEDULED
OUTAGES/LOAD SHEDDINGS

Complaint Ref. No

Consumer No@ 99 99000069 90090900069.. (Tobe given
by the Licensee)

1. Name and full address of the
complainant



2. Brief description of the complaint
3. Date of complaint

4. Date/Time since which the original
Complaint at fuse off call centre is
pending
5. Any other information
Signature of the Complainant

0000000000000000000009.Tear at this
222222222222 22 2222228
ACKNOWLEDGEMENT TO BE FILLED BY THE LICENSEE AND HANDED OVER TO THE
CONSUMER
1. Complaint reference No. (To be given by the
Licensee)

2. Consumer No@ 909 © 9© 9 €€ Name

3. Received on date

Date:

4. Complaint received by
5. Brief detail of complaint
6. Target date to resolve
Signature of Authorised
Officer
Designation: Seal:

(For further assistance quote your complaint reference number)
Annexure - IT
PROFORMA FOR LODGING COMPLAINT FOR METERING PROBLEMS AND DISCREPANCIES IN
BILLS

Complaint Ref. No € 999999 9©.. (To be

Consumer No. given by the Licensee)

1. Name and full
address of the
complainant

2. Brief description of
the complaint

3. Date of complaint

4. Any other
information

Signature of the Complainant

90000000000000000000909.Tear at this
2222222222 2222222222



ACKNOWLEDGEMENT TO BE FILLED BY THE LICENSEE AND HANDED OVER TO THE
CONSUMER

1. Complaint reference No. (To be given by the
Licensee)

2. Consumer No@ 990990 © 60 &Name

3. Received on date

Date:

4. Complaint received by
5. Brief detail of complaint
6. Target date to resolve
Signature of Authorized
Officer
Designation: Seal:

(For further assistance quote your complaint reference number)
Annexure - IIT
PROFORMA FOR COMPLAINTS OF METERING PROBLEMS AND DISCREPANCIES OF BILLS/
DISCONNECTION AND RECONNECTION OF POWER

Complaint Ref. No
Consumer No@ 999006000066 0000000606. (Tobe

given by the Licensee)

1. Name and full address of the
complainant

2. Copies of the previous complaints filed

with Section Officer etc. with copies of

reply received, if any

3. Date since which the complaint is

pending

4. Brief description of the present

complaint to the DE

5. Date of complaint lodged. :
SIGNATURE OF APPLICANT

ACKNOWLEDGEMENT TO BE FILLED BY THE LICENSEE AND HANDED OVER TO THE
CONSUMER

Division9 990090 009... Date:

1. Complaint reference No. (To be given by the
Licensee)

2. Received on date
3. Complaint received by

Signature of Authorized
Officer

Designation: Seal:

(For further assistance quote your complaint reference number)



Annexure - IV
FORM FOR COMPLAINT OF NEW CONNECTIONS
Complaint Ref. No 9 99990 ©©9©.. (To be

given by the Licensee)

1. Name of the applicant
and address of the
Premises for which
power supply has been
applied for

2. Date of application
for power supply along
with necessary
documents

3. Load and purpose for
which power supply is
required

4. Payment receipt No.,
date and amount for
deposit of estimated
amount

5. Details of complaint

6. Date of lodging the

. SIGNATURE OF APPLICANT
complaint

900909000000000000000099.Tear at this

222222 222222222222 22

ACKNOWLEDGEMENT TO BE FILLED BY THE LICENSEE AND HANDED OVER TO THE
APPLICANT

1. Complaint reference

No. (To be given by the  Date:
Licensee)

2. Applicant's Name

3. Received on date

4. Complaint received

by

5. Brief detail of

complaint

6. Target date to
resolve

Signature of Authorised Officer
Designation: Seal:
(For further assistance quote your complaint reference number)



Annexure - V

Name of the Office:
Location:

Date: Complaint Register

Consumer

Remedial
Name, No. and c laint +
Address & | date and omplain Nature acton Date &
Sl. i Reference taken to | .
Tel No. of | time of i of time of |Remarks
No. th - No. given by laint resolve Disposal
¢ receiPt L apTRANSCO (P e posa
complainant of .
. complaint
complaint
€] (2) (3) 4) (5) (6) (7) (8)

Annexure - VI
Monthly Report on Complaints for the month ending 9 9 © €909 ©© 00 €€

ot oo e
complaints S No. of No. of No. . "9
. complaints . : . linter alia
pending at : complaints complaints |pending
Sl received reasons for
the . resolved |resolved |at the
No. _ during the non-
beginning reportin out of out of end of resolution
of the POFTINGeol2)  ICol(3)  the
month of
month month .
complaints
) (2) (3) (4) (5) (6) (7)

Annexure- VII
SUMMARY OF COMPLAINT HANDLING PROCEDURE

Officer to Time limit for compliance
Details of whom Supervisin
S.No. consumer complaint/ aufhori‘r 9 Remarks
requirements |requisition is Y Urban areas Rural areas
to be made
1 Interruption / Failure of power supply
Fuse off call
. centre / ADE
(0] Fuse of f calls Section (Operation) 4 hours 12 hours
Officer
ADE
. Section (Operation)
(i) Ia;n;n:r'eak Officer / DE 6 hours 24 hours
(Operation) |(Operation)
EHT
Replacement |Section ADE
(iii)  of failed Officer (Operation)/ 24 hours 48 hours

Distribution |(Operation) DE



(iv)

(a)

(b)

()

(i)

4 (a)

(b)

Transformers

Replacement
of damaged
service wire :

In case of
damage to
Service wire
due to
Consumer's
fault.

In case of
damage to
service wire
on account of
normal wear
and tear
(service wire
to be
supplied by
the Licensee
free of cost).

Voltage complaints

Local
Problems

System
inadequacy

Scheduled
outages/ load
sheddings

Replacement
of struck up/
defective
meters

Replacement
of burnt
meter

(Operation)
Section ?c? i tion)/
Officer pera 7 days
(Operation) DE
(Operation)
Section (ACl)DEer'a‘rion)/
Officer P 7 days
(Operation) DE
P (Operation)
FOC/ Section (ACl)DEer-a‘rion)/
Officer P 10 days
(Operation) DE
P (Operation)
FOC/ Section ?(l)bir'a‘rion)/
Officer P 120 days
(Operation) DE
P (Operation)
. |SE
DE/Operation (Operation) -
Section
Officer ?(?ira‘rion) 0 days
(Operation) P
Section
Officer ?(?ir‘aﬁon) 7 days
(Operation) P

7 days

7 days

10 days

120 days

30 days

7 days

7 days,
from the
date of
payment of
cost of
service wire
by the
Consumer.

7 days,
from the
date of
receipt of
complaint.

If burning
is not
attributable
to



(i

(a)

(b)

(©)

(i)

(@)

(b)

(c)

Billing problems
LT Consumers

If no

additional 1,/ RO
information is

required

If additional
information is AAO/ ERO
required

In other

cases where

additional

information is

required and |AAO/ ERO
complaint is

made with 7

days of

receipt of bill

HT
Consumers

If no

additional SAO
information is |(Operation)
required

If additional
information is
required and
complaint is
made within 7
days of
receipt of bill

In other
cases where
additional
information
required

SAO
(Operation)

SAO
(Operation)

consumer.
Otherwise
within 7
days of
payment.

DE . '
(Operation) Immediately Immediately
DE

(Operation) 7 days 7 days

DE

(Operation) 7 days 7 days

- Immediately Immediatel
(Operation) Y y
SE

(Operation) 7 days 7 days

SE

(Operation) 15 days 15 days

Improper disconnection and delay in reconnection of power supply



0

(i)

()

(i)

LT Consumers ADE/ :
Operation

HT DE/

Consumers  |Operation

DE/
Operation

SE/
Operation

Immediately
if consumer
is not at
fault

Immediately
if consumer
is not at
fault

New connections / shifting or change of installation

All LT )
. Section
connections .
Officer
other than Overation
Industrial. P

LT Industrial DE/
connections |Operation

ADE /
Operation

SE/
Operation

15 days of
completing
all
formalities
and if there
is ho
extension.
30 days if
extension or
additional/
enhancement
of
distribution
transformer
is heeded

15 days of
completing
all
formalities
and if there
is no
extension.
30 days if
extension or
additional/

If consumer

is at fault a

Immediately su1Ta§|e

: reply is to

if consumer 4

. be given

i1s not at LT

fault within 2
days by
ADE/
Operation.
If consumer
is at fault a

Immediately sun’rab.le

. reply is to

if consumer .

. be given

i1s not at LT

fault within 2
days by
ADE/
Operation.

15 days of
completing
all
formalities
and if there
is o
extension.
30 days if
extension or
additional/
enhancement
of
distribution
transformer
is heeded

15 days of
completing
all
formalities
and if there
is no
extension.
30 days if
extension or
additional/



(iii)

(iv)

HT
cohnections
with CMD
below 5000
kVA

HT
connections

with CMD of

5000 kVA
and above

SE/
Operation

CE/
Commercial

CE/
Commercial

MD of
DISCOM

enhancement |enhancement

of
distribution
transformer
is needed

120 days
after
completing
all
formalities.

180 days
after
completing
all
formalities

of
distribution
transformer
is needed

120 days
after
completing
all
formalities.

180 days
after
completing
all
formalities



