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':"_".__'-_:Reguldnons conSIs’ren’r W|Th ’rhe Ac‘r_ Th'e

. 'El-'.fijegulc:mons deallng w;’rh ’rhe Power Supply ‘ro Consumers ond relq’red issues

.” Condmons of SUppEV (COS) of E’eCTFiCITy Of Dls’mbu’non Llcensees in ’rhe S‘rcﬂe”' L

of Komoqucx 2006 c:md subsequem omendmenfs no‘nﬂed from ’rfme ’ro ’nme
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—

2) KERC (Recovery of Expenditure for Supply of Electricity) Regulations, 2004

and subsequent amendments notified from fime to time
3} KERC (Llcensees Srdnddrds of Performdnce) Regulations, 2004
4) KERC (Secun’ry Depos:’r) Regu!d’rrons 2007 -

5) KERC (Du’ry of rhe Lroensee ’ro Supply EIec’mca’ry on, Reduesr) Reguld’rrons .
2004 e

S 6) KERC (Eiecfrrcﬁy Supply) Code 2004

:3__';1"'7} KERC (Consumer Gnevonce Redressol Forum ond Ombudsmdn)'_._-_._"'-'_"'.'_'.'

- HondEJng Procedure) Regulo’rions 2004

Reguld’nons 2004 dnd subsequenr dmendmen‘rs nohfred from hrne ’ro ‘ﬂme -

_The___.drndfdk Elec’rrrcn‘y Reguldrory Commrss;on (Consumer Compldin’rssz:_f;ﬁ{_"'___'_'.::'""':'-"-'

::-_-'_':".":;'These Reguld’rtons prov;de gurdelrnes for drrdnging supply of elec’mcr’ry ’ro

i '_-::vonous co’regorzes of cons mers Specnfy fee srruc‘rure for deposr’rs/dmounrs ?0_.; T

be col[ec’red redressal. 'of_ consumer gnevonces' hroug a mechdnrsm of

(Rrgh’rs ' 2020 by

"'33”_':':'_:5;'Technolog|0dl ddvo;ncemenr rn ‘rhe power sec’ror due ’fo The dppthhon of.:j'

;f :'Elecmcrry

Consumers) lncorpord’nng_' he

-3:__.'___]nformd’r|on Technologya Incen

| f-;':_These Rules rnclude ?he followmg SUbJG‘C’rS

i : ;.( aj: Rtghis of ’rhe c:onsumers ond obhgo’nons of ’rhe Drs’rribu‘r;on chensee o' supply_f}-

elecfrror‘ry

(b) Reledse of new connechon dnd modﬁrcohon rn ems’rrng connecrlon SR S s

| '.3'_-';'-:(c) Me?enng _ : B B S . :
{d ) Brlllng dnd poymenf merhod of pdymen’r of blEIs ddVdnce poymenrof brlls
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[e} Disconnection and reconnection
{f} Reliability of supply
(g) Consumer as prosumer
{h) Standards of Performance
(i) Compehsoﬁon mechanism
_(J CCIIE cen'rer of consumer services and
' .(k) Gnevcmce Redressol Mechon;sm S

”_-'-'-_'_':,For nncorporchng ’rhe prov:saons of ’rhe Eiecfncn’ry (Rnghts of Consumers) Rules S

: .:2020 ‘rhe Regula’rsons 1ssued eertier by ’rhe KERC requnre su;’roble Qmendm_e_n’fs g i

}Specmed The itme from _' _'f"ic:xs requnred Qnder the. Rules issued by ’rhe MoP by ':*' s
lnclud:ng The same. in ’fhe respechve Regulq’nons whlch deol wn‘h Dufy of ’rhe:_f__-'-'_
chensee ’ro Supply Elec’rrlcﬂy on. Requesf The Llcensees qund_qrds__._ of-_'__-"- S

& : Performcmce cmd Consumer Complezm‘s Handllng Procedure
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b} Considered repediing the following Regulations in order to avoid duplication and

redundancy:

(i} KERC (Duty of the Licensee to Supply Electricity on Request) Regulations, 2004
(i) KERC ({licensees’ Standards of Performance) -Reguio’rions, 2004  with
amendments ' o

(1;1 KERC {Consumer Complcnn’rs Hondhng Procedure] Regu!chons 2004

These Regu[e’rlons specrfy cru’romm‘lc poymen’r of compensq’rlon by ’fhe__ S

:-Drs’rrrbu’raon chensees for ihelr fc:ulure to meer a‘he guqrqn’reed s’randards of_ > e

""-"'._-"performcmc:e rn respeca‘ of cerrcnn cm‘acc:r[ servrce erecrs The mechenrsm for o

- '-_"_::Gu’romclhc pqymen’r of compenso’non m respec’r of cerrcrin serwce orrecrs, s

xpecred ’ro push ’rhe"Dls’rnbuhon Llcensees ’ro s’rrrve for rmprovmg ’rherr quqlrry_"sy N

of. performcrnce ond enhoncmg ‘rherr serv;ce s’rendqrds_' S

h’je'":icbm'r_nis'_s_io'n_,-"._-.ih'f:j.exer‘¢‘gs '

o' ’rhe powers conferred under Secflon 181 (2) L

ub_secrrons (Zcr) &(zp of the Elec’mcn’ry ACT_ZOOS cmd GIE ’rhe o’rher powers:;'."_'-":'i-

flenobhng |T f_n_’rhcn‘ beholf hereby mokes ’r_he”olfowmg Regulo’rions

2 -'D.:efi_hi.*._idﬁsi_f'j.‘i'-'- i

: 1) 1 .r‘h"ese'fReg.'.UEci:_’rie_hs', unless ’fh'e_':'c_leh"re){‘r;b‘rher\_r_vise__.r'eq_tljire_s'_':'.~j'. Dot
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{a) “area of supply” means the area within which a licensee is authorized by his

licensee fo supply electricity;

{b) 'Complainf means any grievance made by a consumer with regard fo supply
of electricity by the licensee, provided that, grievance falling within the

purview of any of ’rhe following provisions of the Act cxre:.exciuded_: :

[I] unauthorlzed Use of elec’mcs’ry as provrded under sechon 126 of rhe Ac’r

(n}. offences Qnd pencli’ﬂes as prowded under sechon 135 ’ro 139 of The Ac’r

(m) occadeni ln The drsrrlbuhon suppiy or use of elec’rrscrry Os provrded Under
secrron161ofrheAc’r B B I :

( "”}3 'Desagna’red Oﬁlce meons rhe Io ' |ce of rhe hcensee where ’me consumer

' hcss ro lodge hrs compldn?_cr’r ’rhe i rn"rc:mce

_ (d} "dqys" for The purpose of ’rh'ese Regu!o’nons, mecrns cleor work;ng dcrys

{e) ”drsconnecfron” mecns ’rhe physrcol sepore’non or remo’re drsconne'c’rron of a i

consumer from the drs’rrrbuhon sys’rem of ’rhe drsa‘nbu’r:on Ircensee,

0

“Dlstnbuhon I:censee meaq a Ercensee ouihorszed ’ro operefe and mcxrn’rcun

: 'f.:'_:_:'_c:qrrymg elecir:crry

G i) “EEecfnch plomi'“ 'mecrns ony plcm’r equ:pmen? Qpporo’rus orc;rpphcxnce orcrny.-"_'
: pcrr’r ihereof used for, or connec’red wﬁh The genero’non, ’rransmwsron

drs’rr:buhon or supply of elecr‘rscﬁy bu’r does no’r znclude-'_ff__'_'-. e i
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al  Anelectiicline / cable; or

b) A meter used for ascertaining the quantity of electricity supplied to any

premises; or

cl. ._'An electrical equipm_en’r_, apparatus or.appliance under the control of
BAEe Consumer |
il “Exira Hrgh Tensmn / Extra Hrgh Voliqge” means ihe vol’rdge exceedmg 33,000

'-'vol’rs under normdl condmons

:':":'_'(k).”':“Exirq Hrgh Tensron' _.(EHT) Consumer" medns d Consumer who rs supphed'_'ﬂ e

" 'elec:’rncr’ry OT d nomrndl vol’rdge h;gher Thdn 33 00{) vol’rs

i '_'::Vol’rs under normdl cond:’nons

| "."Low Tensron (LT) Consum"' "

_“'__':.;":'_400\/ 3 Phdse or 230v Single:' hdse L

purpose of brfimg

occupler medns rhe owner ’rendnr or person in pation of the premises

._';fi'.'_'_'_i_";'__where elec’rrl_cr’ry rs used or proposed ro be use_

) _“Premlses rncludes dny Ednd buridmg or s’rruc’rure

S “Month” medns fhe Cdienddr mon’rh .':._he -penod ‘0 dbou’r 30 dcrys be’rween_.i'_'j

'*‘rhe_ rwo consecu’rrve m_erer reddrngs ShGH dISo be regarded ds_ d monrh for fhe B

B (uj '3"“Supply in, reld’rron ’ro elecfrrcr’ry mecms ’rhe Sdle of elec’rncr’ry ’ro d chensee or

e Consumer

o (v) ;"Servrce Ime 'medns dny elecfnc supplyulme through whrch elec’rricﬁy IS or !s__._ S

' rn’rended to be supplred— -




OOETE BReres D33, NYWC, OV, 23PT, 5099 bATTL Y

a) To a single Consumer either from a distributing main or immediately from
the distribution licensee’s premises; or

b) From a distributing main to a group of Consumers on the same premises or
on contfiguous premises supplied from the same point of the distributing

main; - _ R
{w) “Trunsmnssnon L|censee" means d hcensee ou’rhortzed ’ro es’robhsh or operofe

‘rronsmsssnon Emes '

o {) “Voltuge”-meons ’rhe d:fference of Eleca‘rzc poton’noi meosured in voh‘s S

be;‘ween ony ’rwo conduc’rors or be’rween ony por’r of eiihor conduc’ror ond

’rhe eor’rh os meosured by o sun‘oble Voh‘meter, L L

in the Act shall t

o v '---_:;’rhe meonmgs 0551gned fo ’rhem |n fhe Ac’r ond En_
he. meonmgs os commonly undersTOod in The _e o ot

obsence fhereof

Dufy of ':L_idﬁ_eh's'éé.tof supply Electricity on Request.

2) The words ond expresmons used ond not defmed m ‘rhese Reguloﬂons buf':-""'} o

': "'_".'}cﬂso b Oppllcqble for cose : eC{umng:' "nhoncemem / modlflco’non of exls’nng o

:"Z::-!ocxd & Chongeove of voh‘oge level.

' (b) In cose of onhno opphco’non form submlh‘ed_’rhr Ugh eb.por’rol or mob[le'.-"-" 8
".:App of__ G

' __f-fnumbersholl be genoro’red on subm155|on of opphcoho 1.

| """:-._'An opphcohon Comple‘?e with C‘“ }‘he requsr@d mforrhoho

ﬁ-__:f'hove been rece[ved on th _;dc:n‘e o "gen:er

_;:-reg;stro’rfon number- case of submms:on

; ___-':-:.3.w;’rh|n fwenfy four hours of recerpa‘ of ’rhe opphcohon

s_hoH be"de'emed 1o
aon of ocknowledgemenf W|th‘
fh'ord copy oomplete in oll_"'.'}'- e

5-._'respeds fhe ocknowledgement wz’rh regls’rrohoh number sholl be generofed e
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(3} The Licensees shall arrange to supply electricity on request as per the prevailing
conditions specified in the Conditions of Supply of Electicity of Distribution

Licensees in the State of Kamataka (CoS), as amended from time 1o time.,

Provided, for sanction of power up to 150 kW, the oppilco’rfon form shoil be
-.occomponsed wn‘h only Two mondofory doc:umen’rs~ : :

o o { )lden’n’ry proof (F’ossport Adhor Cord e’rc )of i‘he opp[zcon’r ond

' (b) Proof of oppllcon’r S ownershlp/posses.‘;mn or occuponcy over The premlses'__';:-' -
' for thch new connechon is: benng sough’r Wherever, Llcence Is reqUIred %he R

opphcon’r hos to submnt ’rhe some

o (4) : :'Wher:"_ "supply of ei_ec’rrl'_ f_ ’ry does no’r requnre ony ex’rens:on of dlSTﬂbUTlOﬂ moins,' ': :

._on:'opphcohon sho!l gnve supply of elec’mcufy wﬁhan 7 seven) doys ofizrecelp’r of_

or commlsmonsng __f new subsiohons every dzs’rnbu’no_n hcensee' 'on_ receap’r of

- .:.Z':fhe qpphcohon in Meiro cmes 15 {f[ﬁeen) ofqys of recelp’r of ’rhe opphco’non m_ -_f_::ﬁ' e

i ':_i____'.':':opphcohon in respec’r of rurof areas.

e ::Low Ten5|on (LT) supply

TRV supply (AT)
033 kYsupply (HD) als
S .';.'E:-E?rcf High"Te’hSion Z(E_HT} supplyﬁ i EG

180 doys

:' (b] In ’rhe cqse of opplrco’non for new conne

: :'*':"::f:-respec’r of o’rher MUﬂ!ClpCﬂ oreos cmd 30 (Thln‘y) dCIYS of rec_elpf of . The o

___lon, where __ x’renston of."éz_'_'__j-.i_-.:;.
"-_"_"suppfy reqUIres erechon ond commlss:omng _of new subs ohon ’rhe

i_'_f_-_i|censee sholl comple‘re ‘rhe work cmd commence p_o_ er 'sopply ’ro The :

_-_-'ﬁqpphconf wn’rhm %he pernod os envusoged by ’rhe respecitve DPRS /

| _Eshmo’res opproved by the I|censee5 in cose fhe subs’ro’ﬂon s nof

mcluded in the copex plan o!reody opproved by The Commissmn for ’fhe_ Ll
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financial year in the relevant Tariff Order, the respective Transmission/
Distribution Licensee shall fake up the work if the amount could ke spent
through appropiiation or re- Qpproprlo’r[on of i‘he squngs in the same
head of account or oTher heods of Qpproved Capex. ln case the capex
is nor ovorloble for the crmoun’r spen‘r dunng the curren’r financial year, in
_ pnnc:p[e opproval can be ob’rmned for execu’ﬂng such works on prlorn‘y

- -.:crnd ’rhe sc:me shc:rIE be mcluded n ’rhe ccrpex of nex’r fmoncro[ yecrr

- _.-_'{(c) Where rhe exa‘ensron of drsTrrbu’rron mc:un rs execu’red by The Qpplrcan’r:"-

.'-'-'f"f.on self— execu’ﬂon bcrsrs ‘rhe Drs’rrzbu’rlon chensee sholi prov;de supply of:-. -

5 "_:opphc:cr’rlon wril be ’rrecr’red os cdncelle_ .

Vi '(i_ii) Where power scmchon leﬂer is. rssued by ’rhe.'DrsTrrbu’non chensee on recerpf: ¥
. of Applzcohon for suppiy of electrrcr‘ry crnd orf’rer execu’rron of ’rhe requrred"_'
qgreemen’r by ’rhe Apphcqn’r rf ‘rhe Applrconr fcufs ro Gvcul power supply: :
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within the time specified under sub-clauses (4) & (5) above, the installation
shall be deemed to have been serviced on the date of completion of the
period specified under sub-clauses (4) & (5 ) obove and the consumer shall
be liable fo pay. Demand charges / Fixed chqrges as per fhe Elecrrtc power

_ 'Tom‘f in force durlng ’rhe rnmoi ogreemen’r penod

{9 Recovery of Expenditure

_ For elecmﬁed oreos up ’ro 35 kW m respecir of LT Domeshc ond LT Commerczol S :_ o .'
' '3.;. ._lns’rotlo’r:ons ond 150 kW :n respec’r of LT Endus‘mcrl ms’roiiohons or such h;gher:'-;_fﬁ-'-_':'-j-"'_'_'
Eood crs moy be specmed by ’rhe Commrssron fhe expendz’rure ’rowclrcls cosf of.__'.

: jihe hne mcs’rerrols / equmem‘ shoii be recovered os per Clouse No.. 3 1 1 sub—:;.:-_'-.'-::' &

'--::f.ﬂcfouse {A) ond (B) of KER(
'3.::'_:_c1mended from i‘:me fo me__!n 'cose”of cn‘res where Eose
..'.'.'(EODB) crr'rer;_' s C r '

=(Reco_very of__:Expendrrure) Regulo’rlons _2004 (ROE) crs; o

____'Domg Busrness'_:’}.-_'-"-'-
150 kW for new:._':_' _

;_co'nnec’rron holl b : ___onsrdered for ’rhe coregory of consumers menhoned in

__"rhe 9fh Amendmenr ’ro rhe CoS for co!Eechon _of chorges crs per ’rhns _Clquse In:

. (2} The foliowmg poro'me’rers ore specrfred ro momfoan fhe rehcrbzh’ry of supply by' _:f'-; ; s

’rhe dlsrnbu’non Ircensee nctrnely S : EEANEE TR B
: __ (cr) Tofoi durohon ond frequency of ou’rcrges per consumer m o yeor— 2 o

Sys’rem Avercege ln’rerrupa‘ron Durohon Index (SAI DI)
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ii. System Average Interruption Frequency Index (SAIFI);

(b} the minimum outage time (in minutes} that the distribution licensee shall
consider for the calculation of SAIDI or SAIF, as the case may be shall be -

>3 mrnu’res / 5 minutes / 10 msnu’res

T{3) The drs’rnbuhon Ircensee shall put in p!oce a mechonrsm, preferobiy wrth _

ouromo’red ’rools fo ’rhe exien’r possrbie for monrrorlng ond res’ronng ou’roges '
5 Siandcrds of performcmce o |
S _':{1_-) '-_'The Drsmbu’raon chensees sholl be gurded by S’rondords of Performance Iord L __

- down rn ’rhese Regulohons crs per sub secﬂon (1] of sec’non 57 of ’rhe Acr

" (2} .;-';The Srondords of Performonce specrfled by ‘rhe Commrssron are ’rhe mlnzmum_f e

= ""-3"_'srondord of servrce w;?h reference fo quorln‘y, con’rtnur’f | retrob;h’ry of:

orer If rhe opphc nt

S' cose ccrnnor be covered |n_r._'- s

| _:::oppilc:cs’rson whrc:hever
_"'_'-1ne progromme of reieese' of IP sef connec’rrons ﬁxed for ’rhe yeor,' the scrme';- 5_ﬁj'_--{:;

e _:.__Shcrii be. m’rlmored ’ro rhe ADPEiCC‘nH:I

ce sholi orchre:ve ’rhe ov roll s’rondords of "pe_rformonce os per

s :': 'Schedule I of rhese Regoio’rrons

_ Mechqnlsm for Auiomahc paymeni of Compensahon'

' Af’rer n‘ rs es’roblrshed ‘rhcr’r rhere ss a defcrul’r In performonoe of The drs?nbu’rion_ e

-'_:-lrcensee The Consumer shcrll be ou’romohcolly Compensored for ’rhose
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parameters which can be monitored remotely,

2. Inrespect of consumers’ SoP which can be monitored remotely, the Distribution
Licensees shall develop a suitable mechanism for automatic payment of
Compensation and also fo regis’rer the claim.for compensation in case of non-
:complronce of S%ondords of Performonce WtThln $ix {6} months from the dqfe of

- E No’riﬂco’rzon of ’rhese Regu!ohons 3

o Y 3 The D:s’rrlbu’rron Llcensee shol! de5|gn ond mom’roln r’rs d|s’rr|buhon sys’rem in such_ s o

L “la way. ‘rhor ihere is a groduol ancreose in ’rhe hs? of poromerers wh|ch con be. P

_-'mona’rored remofely ond for

hrch ouromorrc compenso’rfon con be mode ’ro_-'_:' S

'_=":_._-’rhe consumer

:._Schedu!el the hce_.see shol! poy ’ro rhe offec’red consumer _._on mounr crs_”; G
_:_'_rndrco’red ogornsi eoch of ’rhe S’rondords of F’erformonc' rn Schedu!e E :

i No‘re The deloy/defouf’r m orrclnglng a‘he hme bound 'servzces hcrs occ:urred due.' o

> '_”ro the negirgence of ’rhe concerned offrcer/employee, ‘rh':' ""moun% Of_:.-'f':':-

S _"_"compensohon pcud fo rhe offec‘red consumer sholl be recover _';'._from ‘rhe-'f'__" .

S defoul’nng offrcer/empioyee crfier due enqmry/ followmg ?he due procedure.j:_"“;':'.‘ e

-'-_Under ’rhe Eow

7 ln oIE coses poymen’r of compenso’rlon sholl be mode by odjus’rmenr ogczmsf o
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current and / or future bill [s) for supply of electricity, within the stipulated time

from the date of claim, which shall not be more than thirty (30) days.
8. Procedure for payment of Compensafion:

{a) The consumer has to bring to the nofice of the Licensee that the
' 'Sfcmdords of Performqnce hqs been violated cmd qccordnngly claim the

.omoun‘r from the . chensee The Consumer shcﬂl SUbITHT ’rhe clcum for

o '_-_omoun’r in Qpptscohon in. Form A (endosed} m respec’r of ’rhe pcurc::me’;ers_j o

s .___.whlch cenno’r be monstored remo’rely In respecf of bofh ’rhe percxme’rers

e -whlch ccm be. remotely monl’rored or: cc:nno’r be monnfored ophon o ’rhe i '

'3_-3_;--consumer shcll_ be prowded en‘her fo: submn‘ The clcum Form A or ’ro_-

provude onhne 'cu::m’ry for submlssnon of Clcnms

:-;'_m Time fcaken for connechon dlsconnec’ﬂon reconnechon shlf’rlng'.?’- o

": :_ _"-'w sze fcxken for chcmge |n consumercc:ﬂegory ocxd i Gl

v T|me ’rcxken forchonge m consumerde’rolls i
'."v1 Tlme ’quen for rep[ocemen’r of defec’nve me’rers, i
i, Tlme penod of resolvnng vo!?cxge relo’red comptcunts ond

: vil, Tlme penod WI’rhln whlch bl”S ore fo be served Qnd bllE relc:l’red Complalm‘s.
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10. The distribution licensee, within six () months from the date of notification of
these Regulations by the Commission under sub-rule (2}, shail create an onlfine
facility on which consumers may register and claim the compensation amount,
The information in this regard shall be widely circulated among consumers
fhrough Qpproprla’re means mcludmg maiss medlq,_bllls SMS e-mails or by

_ uploodlng on hcensee s webs;fe i 3

1 1 .-_-3I‘r shcm be. Lhe ObJIgC]TI()n of The Llcensee fo c:ornply wn‘h fhese Regulehons The_ L

-"'-':':'Dzsfnbu’rlon Llcensees hove To deve[op a ’fool To monl’ror ihe followmg

'peremefers remotely The ‘fool SO, developed sholl be Capobie Of 10991*"9 “h@.: |

S foEiowmg even’rs at. ec:c:h of ’rhe consumer ievel qlong wn’rh the ’r;me s’remp The . e

-:_'-ﬁ_should be Imked_ wn’rh fhe bslhng. sof’rware To moke ’rhe c:cfzvn‘y ou’romahc

_;'_Tool 50. developed shell colcuio’fe fhe c:moun? of compensohon To be pcnd ’ro'f:l
the. consumer' or’ ___eoch _eveni' of____defoul’r cmd generofe fhe s”rotemen‘r of_::_

;._defouia" 'Qnd an oum‘ o be ciid: Qf ’rhe end of e'_ iy bllhng cycie The ’rool' .

| ":.(1_)_ No power.supply/ Normoﬂ fuse~off m en of |’rs Cl’r:es Towns cmd RurczE creqs =

/ ’rrcmsfer of ownershlp / chcmge of cq’regor_"'/ c:onver on from "phqse L i

’ro 3 phese LT LT fo HT cmd wce verso

( ) Resoiu’rlon of complein’rs on c:onsumer blils S

( )Connechon / D|sconnechon / Reconnec’rlon of supply followmg

dlsconnechon/sh:fhng _ o s
- [xii) Puymen’r of Solq’rlum m cese of eiec’rrlcoi eccndenfs

S {xuz) Issue of ony klnd of cer’rfflce’res
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fxiv) Refund of depaosits.
{xv) Distribution Licensees have to specify any other parameter which can be

monitored remotely,

12. The Commission may from fime to fime add, alfer, vary, modify or.amend the

con’rem‘s of ’rhe Schedules—l and Il
o '13 lnformq’rron on Siondc:rds of Performonce

o .( } The D;sfnbu’non L|censees shqll subml‘f ’rhe mformehon en a‘he Eevel of_ﬁ_' L
_ performonce achieved Iﬂ respect of mcz’f’rers covered os per Schedules_ e
“and Il of these: Regulcmons quar’rerly excep’r in case of sl Nos 18 }9 ond:-__'-__- S

23 of Schedule EI ’rhe mformo’non shc:E[ be fumtshed monfhiy S

:-ﬁ'-(b} The number of coses in WhICh qmoum‘ :was:__ RegUIO’ﬁOﬂS

end_fhe omoun’r in eqch case, _:quc:rferly shalll cxlso be fumsshed

mdl'ccsted m Schedule Eil ’ro ’fhese Regulc:l’rsons he'Proforme for Iodgm.g complonm

i _g_W|’rh ’rhe nex’r higher au’rhon‘ry i m Form B The Llcensee sholl meke evcutobie free. Sl

| ':Of cos’r ’rhe prescrrbed formcn‘ czs per Form B ’rfoched fo ihese Reguic:’nons for The.:'-_:.: R

- “.'purpose of lodgmg i'he complcum‘ or meke provssnons in ihe onime apphce’rson ’ro :

_.}:'_':esceldte ?he 1ssue ’ro fhe demgncﬁred nex’r htgher officer of ‘rhe Llcensee as
' "-_lndzc:o’red in Schedule—ill To These Regulo‘nons The recelp’r of The complam’r should -
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=

be registered by the next higher authority, who shall resolve the complaint within

the fime limit as indicated in Schedule-ll to these Regulations.
7. Call Centre for Consumer Services:

(1} For "prcSViding common . services Eike new - connection, disconnection,
' 'reconnec’non sh:fhng of connecflon Chonge ln name cmd porhcu[crs load
- change replcxcemen’r of meter no. supply ’rhe dlsmbuhon Ilcensee shcxil ._

.' . _"j?es’rcbhsh a cen?rollsed 24x7 ‘roJE free call cenfre WITh lmmedlc:’re effecf

. :."-'Whlle _ ’rher modes ’ro prowde servsces Ezke pcsper czppllccmon emorl mobsle L

""":-'-'-'websnfe efc may c:onhnue ’rhe Llcensees shall. endeovour ‘ro provnde oll.-

i '-:._-.-'servsces ’rhrough a Common Cus’romer Relm‘lon Mc:ncxger (CRM) Sys’rem to ge’r._'

'.'.'q unn‘sed v1ew of c:xH fhe serwces requesfed G’n‘ended qnd pendlng _ cn’r ’rhe'--'-::._:-.'_'f. s

b": kend: for_ b@’rfer momtormg c:md qnc:lyhcs

B *.-._submms;on pc:yrnen’r of b|l|s @‘rc ‘ro senlor cs’nzens QT ’rhelr door~sfeps For ’rhss_'; : G

| "-"':::_-purpose, ’rhe dls’mbuhon ||censees shaﬂ demgncﬂe a ’relephone number ’ro_'_'_

o f_.ffoc;ll’ra’re sensor cmzens fo regls‘rer Thelr grlevonce They shcm be mformed of S
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the persons likely to visit them and their contact numbers for direct

communication with the persons attending the complaint.

(3} The details of scheduled power outages shall be informed fo the consumers. In
. cose of unplanned outage or foul’r iﬁwmedio’re in’rirhoa‘ion sholl be given to the
_ consumers rhrough SMS or by ony o’rher elec’rronnc mode olong with estrmored :
. .hme for restoro’non Thls rnformohon shon oiso be ovolloble |n fhe coEI cen’rre of - |
. .’rhe drs?rtbuizon I|censee ' ' R SR L
_:' (4} For creohng proper oworeness omong consumers ond itcensees sroff fhe e

i :-..:j'_"_.-.dISTerUTIOH Ircensee shoii ensure ’ro unden‘oke ’rhe followrng sreps, nomely ~'-’f' 5

( ) Monuol of Procedure for provrolmg Common servsces omd hondltng o

3 :-._--__Cusfomer g o_nces sho!l be mode ovorioble for reference of;_,

33:."_-5'_-consumers o’r every ofﬁce of i‘he drsrnbu’non hcense > _'ond_downioodobte_-__:-'._;_:

L ;frorn |’rs webs:fe

(b)The dls’rrrbuhon llcensee 'sholl pubhsh ’rhe guoron’reed sfondords of :

:'IEI;Z-I_eIecir;coI plon’r elecmc i_lnes or meter ond resul’rs ob’romed durlng the

o 'j:___'-'.'.5'__'-:'_'_yeor onifs websn‘e ;

:_'3"_.(_e)_;".Whenever ’rhe exss’rtng mel‘ers ore fo be reploced by cmy new'

i .'_-_'3_’re_<_:h_nol_ogy __r_nefers rhe drs’mbu’rton hoensee sho!l ’roke odequofe
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measures to creafe consumer awareness regarding the advantages of
such replacement. Distribution licensee shall issue a public notice in at
least four daily newspapers. Such information shall also be displayed in
conspicuous manner on the dlSTFIbUTiOﬂ licensee's website and the
._dlsfnbuhon I|censee shcﬂ! |ndlcc1’re The area-wise schedule of dates for

- repiqcement of such me’rers EE
(5} Repecti and savmg
[t g _Consequen’r on nohfymg ’rhese Regulc:’rtons The followmg Regulohons |ssued'_' N

_ ._ . bythe KERC ond ’rhe subsequenf omendmenis ’fhereon are hereby repeqled
e ) KERC (Du’ry of ’rhe Llcensee 1o Supply Elec’rrlcn’ry on Reques’r} Regulohons SR

e The quanokc Elec%ncsfy Reguia’rory Commlss:on (Llcensee 5 S’rcmdards of X

F’erformonce} Regufq’nons 2004

. jf Kamo’raku fhe prOVISIons of These Reguioﬂons WOU'd P"e"q" -

I8 _'_._:_(}O) Issue of orders io remove cmy dlfflculfy and |ssue of prachce dlrectlons

Sub;ec’r To ’rhe prowsnons of ’rhe Elec’rrlcu’ry Ac:’r 2003 ond fhesef

Regulo’rlons ’;he Commnssxon mc::y from ’rime ‘ro hme 1ssue orders cmd '_




OOFET Bmered Uy B3, BITD, O, @i, 9033 e R
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practice directions in regard to the implementation of the Regulations

and Procedures fo be followed.

(11) The Licensee may make an application to the Commission and seek suitable
orders fo remove any difficulty that may arise .in implementatfion of this
-.._"-Regulohon B b ST R

L y :'(.1__2} The Siondords of Performonce & o’rher dlrechons for comphonce WIThm o ’nme_ _

. _:schedu[e os speclﬁed in ihese Reguloflons sholi be kep’r m obeyonce by ’fhe

' '-_'Commlsaon durlng Force Mo;eure condl’rton such os war, mu’r;ny, Clvz! R ]

;i icommohon spreod of pondemsc nof ﬂood CYclone, llghfnlng eorthuoke or_' f .

"':"'o’rher force or couse beyond fhe con’froi of ’fhe Lfcensee ond :s’rnke, Eockou’r a

f : .__mode eff ’fs"ro_res’rore ‘rhe servnces

By Orders of ihe Comm;ssmn

: : Secretory L Yok _
for Komofoko Elec’rncﬁy Regulotory Commnssnon
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Schedute - |
STANDARDS OF PERFORMANCE AND AMOUNT TO BE PAID TO CONSUMERS FOR
DEFAULT IN EACH CASE | |

L ‘Cifies-and TOWnS

| Withinghours

| Rs. 200in eqch cqse of
|-default -

Rudlareds

wlfhm%hours T

“R5.200.n eqch case of L

. W:’rhm 6 hours “Ohourg lf..:.:OieS'. S

:qre broken down}

defcsul’r

g Elne breokdowns

..-beyond CI parhculor limit ~;_:_
HE excfudlng ‘normai ste off,.

ond;_-_
o ’rrcmsformer;- _'

::(scheduled 7 Qnscheduled) in-

| Rs50 for each of the |
'-'g!n’rerruphons beyond the |
‘aday should/ not exceed a .|
_'mcmmum _of ’rwo {2) numbers"j -the.consume

specified fimit to each of &

£ f::unscheduled)_g
'.'shouid '

"(180) mrnufes |n rurcli cxrec:xs

'ond one: hundred cmd e|gh’ry§:-'-'

s . Fm!(:ré i
: 'Cmes ond T 'wns

COﬂSUiTIeI'

o :-' -Rurcl c:reos -

“IRs.200 to. each foec’r@d ,j:_ R

'. single s’rre’rch

5 Penoci :'of Schedufed._.

_."MGleum durqilon :n cx_'_'-

No’r To' exceed 12 hours .

LR iconsumer

e consumer - Sl

o Resforcmon ofsupply

c By 6 PM on qny dqy '

. Rs. 200 o eac_' qffec:feol'_'.'. Sl

is mvoived

6 Voliage Vunc:hons _’Z- S
Where ‘no expommon or'

"'wif_héh' 7 -d'qyg_f “ i
enhancemenf of network SO NS

“consumer

: Rs. 200 in eqch case of S :
B defc:ult o
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”W'Heré up—grc'iéic{.ﬁon of

distibution  system  is | Within 120 days : Rs.200 in each case of
required default
Opening of neutral and | Within 6 hours in Cities
neutral voltage | Within 24 hours in Rural Areas - | Rs.200 in each case of
exceeding 2% of supply- S e e | defadt L
17, MeierComp[qm’rs AT B B PR R A T
“fInspect . and checkf 'Wl’rhsn 7dc1ys "j Rt _Rs 200|n eoch coese of: F RN
| correciness of meters - o default i
;Reploce defeca‘we, ‘not. ._W:’rhln 24 hours in- urbosn areas | Rs.200in each cose of_' L
: recordsng Cfast o slow-i cnd 72 hours m rura! arecs G fdefoul% L

{irecording creeplng or
] stuckimeters S N
j_-:_R_epEace bumi mefers
:Couse no’r cﬁnbufcxble

i -Wu’rhm 24 hours in urbcm urecns'__ 1_Rs 200 in eax
1 and 72 hours in ‘rurdl areas, | defc
:cxf’rer ‘rhe receip’r of complcunf

R '_Reploce bum% me’rers in ;'_rWn‘hm 24 hours in. urbcm areas s __-Rs :200.in eczch case of-jf el
sl _other cases - and | and 72 hours ‘in_ rural arecs, _-}_defc:u[f e

1: \ B r | after rece|p’f of pqymem of.:-_ :
"'313-5ch0rges by ’rhe consumer g

c} Rur&jl arec:s«SO'd.{::{S/'s G o
_ _;;_.:As.'.;'specmed inithe: relevqn’r_'_- Rs.200 for. each day of . -
ion | Clauses of these Reguiahons" defaulhn Case of 8} qnd A

R_s 1000 for eac_:h doy of:

_opphconons in full. o) o e
| Within 30 days afte af’rommg'-'fRs 100 for: _eoch'--_dqy of

| seniority {The: number of new. ;'defauif e R

| connections:shall be limited to |

R - I the farget fixed for the year}

o 9 Erechon of sub--stailoni UAS specafned in:the reEevc:n‘r : :Rs 1000 forecxch dqy of
releuse of supply e '.:Ciauses of ihese Regulcn‘nons defc:ult

' 'p'ower'suppiy
JIPsets 0

o 10 Transfer of Ownership,-z'

Rs 200 for each doy of

_conversmn of service ’nﬂe : 'Wn‘h;n 7d0ys ofrece|p§ of iR
Change of cotegory etc., -'qppl;cc:hon Sl | default
“Time . “taken '-ip'_r_-' Within, 3_ S RS 200, foreqch doy of

d:sconnechon U an __(:1) Two {2) doys m respect of : -defqul’r




wen &

SRFEIE Dy @d), BHImad, O, wdwdt, 2059

Qo000

consumer

request
shifting '

and

LT installalions in  urban
areas and five {5) days in
rural areas.

Five {5} days in respect. of
- HT -installafions
. areas.and seven (7) dqys
" inrural areas. '

in -urban -

| phase - line “to AT three
.| phase  line c:nd vice-
el versa, U s 2

| and vice-versa:

2 Conversmn of I.T single .

: _Conversnon from I.T._ ’ro HT.::' S

.Wn‘hm 30 days from ’rhe
“dale

of

pqymen’r
chqrges L

‘Rs.200 for eqch dqy of
defoul’f :

= _::-:_-:13 Resolution of. Complamis;_' SaE S SRRt I
i .-:-_'Wli'hln 24_hours ofrecelp’rof '
Ifno oddmonol snformcn‘:on lcomplaint

“|'on consumer's Bills

s requrred

E qdd;honof mformc:’non i
' "reqwred

: f"cbmplcnnf

- T

Towns .and Cmes

f.

Reconnechon = of
-supply foHowmg :
.fdssconnechon Sl

On the sdme: dqy on rece:pt
.:_ of pc:ymenf from: Consumer

defcxuh‘

Rs 200 for ecch day of

R 'cxf oreqs

;‘-Wdhm :_'4-hours of rece;pt of -

?:Rs QOO for each day of_-

4 W:’;hm_ 30 dqys qffer e et o

S_.5OO for 'qch de Of o L

16. Refund of Deposits

| report. from CEG. .

r ach day ij':

. [17.lssue of cerfificates

sczme'dcsy ofrecelp’r

Rs.200 101, eqch day of-'_i

| .-'jof requesf

defcx UH
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en A

SRRH Rurc:r[ areds

S :excludrng ‘normal - fuse - off,
crnd dtSTFibUflOﬂ._:.
- I'numbers_in -urban, areas
| and three. {3) numbers ln__'
luralaregs. e

OVERALL STANDARDS OF PERFORMANCE

Schedule -1l

[ Norma fuse-off
| Cifies and Towns

| Within 6 hours

igg g

|'Rural areas -

o Wlfh|n24hours

[ 2. Line Breakdowns -
~ooClties and Towns o

o Wn‘hin 4 hours

99 %

' Wifhrn 24 hours

"'-95%

| Number ot
"-beyond a- pcrmculcrr dimit -

| 'break downs
L tronsformer_fur%ure

mterruphons :

Emé :

Number of

exceed.-' :
fwo_

should: _-*'nc;t

: rnrer{uphons:. :
{scheduled e
'unscheduled)

'_"3_Urbczn areas
n G dc:y_f 5';.'.Rur01'oreus“.

ey

la ‘particular: fimif.

:':Gnd _ - distribution

; iDurcrhon of: m%erruphons beyond_ﬂ.
e : -excludlng.

| normall fuse. off; line. break downs -
g nsformerf_. 5

The . ~lotal:

i durcﬁron of'_
-_m‘rerrupf:ons (scheduled 1
j:.unscheduied} sn o .mom‘h_l}

UrbGﬂOI’eQS—?S% e

rstrrbuhon Transformer Fculure Gl
S _.Cmes crnd Towns i

[ Rural areas

within72hours -~

: 5 Perrod ofScheduled om‘qge '

NO'f o exc:eed] 2 Hrs

g ”Restorqhon of supply

[ By éPMon 'uhy:ddy'?f::'i T

B 6,-_:_Vo!iqge Vanahons

“Within 7 days

' '.cirs’rrrbutlon Sys’ren’r is: requrr'ed .

'-Wirhin--azzdddys

:_Wr’rhln 6. hours in Cmes :
Within. 24 hours in Rurat
' '.Arecrs i 8

~.]"Opening ‘of neutral ‘and_ neufrcrl
o voltage: exceedrng 2% of supply:
L vol‘rqge e

' 7. Meter Compialnts

.merers RSN

: ":Inspecr cnd check correbrness of_ _'

"__Wl‘rhtn 7’ doys L

e Replace defecirve

l;‘lOT-:'
'_ 3record|ng fasr / slow recordrng R

Wn‘hin 24 hours in urbcm Ry
areas cnnd 72 hours in rural 1

ek | '
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creeping or stuck meters areds
Replace bumt meters if cause is | Within 24 hours in urban | 90%
not attibutable fo consumer - | areas and 72 hours inrural | -
o e e, offer’rhe rec:elpf of

complcunt . N
| Replace bumt meters in all:other |-Within 24 hours in urban | - 95% - o
-+| cases .and res?orQ’non of power areqs und 72 howrs in rural - RS REE T
: 'supply Gt areas, tafter reczelpf of T S
1 L B ":paymenf of: chorges by_ SRt
Do e s g ConsUmer i
7| B.Application fo _new connectlon “g):Metro Cl‘ﬂes-7dqys e
oo foAdditionalload i b:] Other ‘Municipal ureas
'_feqmblefrom emshn_g_n_e_’rwork LB dcys : ST
Reieqse ofsupply Lo i‘-’ci} “Rural areds = 30 dcys e
Y - equnsncn R HRrr e B
':_'-.Enhqncemen’r . required :
._'-prowdmg connechon

|- As specified in Clquse 3 {4)_' B LY
and. 3 {5) f_hes_e-_

S Reguic’rions R
Vi As specmed in Clouse 3 (4) F e

1 Imgation Pump Sefs .~

"::hm;fed ’ro fhe fqrgef fsxed i
L IO g Erechon of su_b sic:hon r"for __As spemfred in Clcruse 3 {5]'-- Ea
| release ofsupply o 0 '.'fof.’rh@se Regufofrons
: -"Ilj'.' Transfer - of ownershlp : e

| conversion of service . ¢ e ;
| Tfle s transfer of 5 ownershlp : -'_'recelpf ofopphccmon
-Chcmge ofco’regory RS K . H
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mn A

7 Issue ofceriihca’res

?'I. T|me ”’raken 'fo“r 'dss.cc).hhec:t'i’oh
on consumer request and shifting

Within,

a} Two (2] days in respect
of LT installations in
urban areas and five
(5) days in rural areas.

b} Five (5} days in respect
| ~of HT instollations in{ =
- cand e

-"gseven {7) dqys |n rurczl 1=

~urban. - areas -

‘arecs.

99%

99%.

L VR Convermon of 7 smgle phase -
__.Z.:-_ime ’ro LT ’rhree phase Eme cnd
-_:;f_-._wce-verso fh R Lol

[ .-'vn:e— V@I’SCI

S chqrges

Within =30 - days - from the ;
paymen’r Qf._ SN

dcn?e of

e . .Conversmn from E_T_ fo HT cxnd S

[ 13. Resolution of compiamis on .

= lconsumers bills '
“1IEno qddmonal

' ".requwed '

mfo.rmono_n_;_. |

[ oddmonq "nfofmutlon i
i frequnred '

T win7days

[ Within 24 :ho_(irs_e.;- o

. : { within = 7. doys :
' ;abeyond doubt fh_q’r _‘rhe_ocademf “waifi

repor‘r

wnthout :
from_._

| In'other cases:

- [7%. Refund of deposils

: ":fecelpt of reques‘r .'53

: 18 Bllllng Efflt:lency ;

| biled during ihe.i'_ S

i I? Colfechon EﬁicienCy
: 'Me’rered Ins?qliohons

'. :Un me’rered znstallq’nons

?bi!img cycie Lo

: 85 per cent

' _98 per cenf

.' +|:.20. Dlsfnbuhon Trqnsformer fculures
e .:Urbcun CII’EQS SR

Shqﬁ nof @xc:eed 3

. per cent P. q
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g 2 b

Rural Areas o SI%GII .nof é.-xc"é“ed 7
per cent p.g,

21. Faully Meters :
(MNR, Bumt, sticky, faulty, etc..} | = Shall not exceed
: UL B : 1.5 . per cent of

| metered

: E RERE instaflations.
e 22, Voliqge Vanahons af supply.f--__ _ S The - volfoge_ Sl

S 5P°*”f R e [ s e _Zvc:ncmon shqli be
L --_s’r:pulc:fed

L .hereunder R s NENTAR R
B a) LT system. +6%..;_'_ ol

& 6%___. SR

[ 23 ReTabiity Indices

g '_:saﬁ‘er
L 'ES_C_OMS
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Consumer Complaints Handling Procedure

ng_

Schedule - llI

1. Nbrmal_ Fusé— 6ff
a) Cities and Towns =

1 Central
Wl‘fhm 6 hours L

b) Rural areas AETPtR S

. ;_"V\;'ifhin;24 hours.

Complaints

_DMSlon (CCCD} Serwce Station of -
7| the Sub- Division AE /. JE- (O&M} /:. s
| section Officer - / Line Man m__'- -ﬁf :

-Consumer

“} Lineman camp.

AEE (El} b
of fhe Sub D:vssuon

2.line Breakdowns = [
o) Cities and Towns .
e e hours.
| ‘broken down) -

Within_ 6 hours (10

if poles ore

b) Ruralareds

: "'CCCD . Semce s’rqhon ‘of 1‘he'.
.'Sub—

Dlwszon /- AE[O&M}

JE(O&M).

AEE (El)

|.of ’rhe Sub _DlVISlon_ | R
/- Section Offncer /". -
'Unemcm in Lmemcm ccmpf neln
Within 24 hours |n csll'g'- ComE

‘Cases : | i

Q. Number s
. _nnterruphons
limit

B _:breqkdowns '
d:sirlbuhon

' "".beyond a pGﬂ'ICUlGr.::'-
o excluding
' -.'__-normu] fuse off, line

;Number : _-:of-:__
of 'm‘rerruphons

| (scheduled ™ = /
iunschedufed)
.dcny

shou]d

"-_'Sub—
JE(O&M)
i a{ Linemaniin’
Chot b
-Eexceed a maxzmum_
"--of ’rwo {2) n_umbers

cooh. 7 Serwce __smnon' of the“'

Dnvmon e AE(O&M) L
i Secilon Ofﬁce

Of ’fhe Sub $

: ._:':dls'rnbunon
s irqnsformer fullure

-“'unscheduied)'} -
_'mon’rh

feeders

{120)'3;-
:'mznu’res m cqse cofil
NJY
:one hundred cmd__‘.:.'

.e:ghf_y {180} mmufes'

qnd_"-’

;CCCD /;Serwce s’rq’rzon of: ’rhe
ol subs
_“ :JHO&M}
“a {ilinemaniin L;nemon camp =

should noT} : :
nd’ iiexceed a maximum |
.of . |

‘Division: o AE(O&M)
/o Sec’non Ofﬂcer

/| of the Sub: Division

A'EE:J;(EE}:

Dlsiﬂbuhon G
Trcmsformer Fmiure

'mr"ql arecs i

al Clhes cmd Towns

Wl’rhm 24 hours

b) Rurqi aregs .

Wn‘hm 72 hours

TCCeD / semvice station of the Sub |
-}Dlws:on /[ AE(O&M)
'_ﬁ%ecilon Officer s

1 JE(Q&M) /.|

5. Voltqge Vqr:qhons

CCCD /Serv:ce s‘rohon of ’rhe Sub.-i.

AT

of the Sub Division

a) Where no expmsnon

Ws’rhm 7 days ::-:': '

Dwzs;on/ AE(O&M} / JE(O&M} /

DIVISlon-Z |

_ofthe Sub DIVIS[OE’II_'_._'; y
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or
network is invalved

enhqncemen’r _of- )

Section - Officer /- Lineman in .

b) Where up =:gradation ;
of dls’mbutlon sys’rem is |

required -

Lmemcm cqmp

Wlfhm '_i 2Q__'c'_i:c1ys. -

c}Opening of neutral - ..

: Wl’rhm 6 hours ingcities || o0
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