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Redressal of Consumer Grievances

By
Ombudsman, Electricity Punjab

(F.A.Qs regarding procedure for filing appeals)
(Complaints about electricity bills should at first instance be made to the concerned Committees at Divisional/Circle/Zonal level or Forum, as the case may be, and thereafter to the Ombudsman.)  
	Question No
	Answer:

	1 What is the new concept for redressal of grievances of electricity consumers?
	The PSERC has remodeled the redressal of grievances system for the consumers under the Punjab State Electricity Regulatory Commission, Forum and Ombudsman (F&O) Regulations, 2005.  The erstwhile Punjab State Electricity Board has adopted and circulated the above remodeled system vide its Commercial Circular No: 27/2006 read with CC No: 40/2006.



	2: How the new concept for redressal of grievances of electricity consumers  works?


	New concepts for redressal of grievances of electricity consumers has been defined vide erstwhile PSEB (now Powercom) Commercial Circular No: 40/2006 read with CC 41/2006 & 45/2006 is effective from 1.8.2006. The working procedure is summarized as under:

S.No.

Competent Appellate Authority

   
Financial Limit
 
1.

Divisional Dispute Settlement Committee (DDSC)

All cases up to Rs.50000/-

2.

Circle Dispute Settlement Committee (CDSC)



All cases above Rs. 50000/-& up to Rs.2.00 Lacs

3.

Zonal Dispute Settlement Committee (ZDSC)

All cases above Rs. 2.00 Lacs 

NOTE:
A complainant aggrieved due to non-redressal of his complaint by any of the above Committee may approach/appeal to Forum for redressal of grievances of PSEB now Powercom consumers, Shakti Sadan, Opposite Kali Devi Mandir, Powercom, Patiala.



	3:  Who may file an Appeal before the Ombudsman?


	Any complainant aggrieved by orders of the Forum may give a representation or file an appeal, in triplicate, before the Ombudsman, Electricity Punjab, in writing, duly supported with all the required documents. The Ombudsman is the Competent Authority to entertain appeals against the orders of Forum with no monetary limit. 



	4: How the Ombudsman is empowered to adjudicate?


	As per provisions of the Electricity Supply Act-2003, the PSERC has appointed Ombudsman to carry out the functions entrusted under the Act and Punjab State Electricity Regulatory Commission (Forum and Ombudsman) Regulations 2005 (referred to as the F&O Act henceforth). 



	5: Where the office/court of Ombudsman is situated and what are its Contact numbers:
	The office/court of Ombudsman is located at  66 KV Grid Sub Station, Plot No: A-2, Industrial Area Phase-1, S.A.S. Nagar (Mohali).  Telephone/ Mobile numbers are as under:

Land line numbers:  0172- 2275576, 2276576
Tele-Fax:
       0172- 2274576
Sr. No.
Name of Officer
Designation

Contact Number

1.
Mrs. Baljit Bains 

Ombudsman

9646119574
2.
Sh. P.S.Chawla

Tech. Advisor

9646119575
3.
Sh. S.C.Singla

Secretary
9646119576


	6: What does the Ombudsman do and what are its powers & duties?
	The Ombudsman shall consider the representation of the consumers consistent with the provisions of the F&O Act, Rules and Regulations made there under or general orders or directions given by the Government or the Commission in this regard before 
settling their grievances.

The Ombudsman shall have the following powers/duties:

· To receive the representations from complainants aggrieved by any order of the Forum: to exercise all the powers as are available to a Forum under these Regulations: and such other powers as may be entrusted by the Commission from time to time.

· To exercise general powers of superintendence, control over his office and conduct of business of the office.

· To suggest to the Commission on matters pertaining to redressal of grievances of the consumers

· To Issue such orders, instructions or directions to the Forum for the performance of its functions under these Regulations, as he may deem fit after hearing the Forum or any other interested party, if any



	7: What are the conditions for filing appeals before the Ombudsman?


	All appeals, except theft of Energy cases, can be filed before the Ombudsman, in 
case the Complainant has exhausted the redressal procedure mentioned in answer to 
question no: 2. No representation to the Ombudsman shall lay unless:

· The consumer, before making a representation to the Ombudsman, had exhausted the redressal mechanism as stated above.

· The appeal is made within one month from the date of receipt of the order of the Forum. 

(The Ombudsman reserves the right to entertain any appeal beyond one month on sufficient cause being shown by the complainant that he had reasons for not filing the representation within the aforesaid period of one month).

· A deposit of fifty per cent of the amount assessed by the Forum (inclusive of amount already deposited on this account), is made with the Licensee, in cash or through demand draft payable at the headquarters of the concerned sub-division and submits documentary evidence of such deposit.


	8. What is the procedure for filing appeal / representation before the      Ombudsman?


	The representation/ appeal may be filed before the Ombudsman, in triplicate, duly INDEXED AND PAGE NUMBERED, supported with the relevant documents/ certified copies in the prescribed format.  

The Secretary is the competent Registering Authority and is authorized to receive all Appeals / representations on behalf of Ombudsman.


      


