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ATIT-7
faffieer fasmalt & yerat & fow 2usy AlE @ Faest & @Fafad g'ff ATaoTTeleh
IR e s nfe
TereyTe faegd fafaamss smaer

TR

S, AT 31, 2021
sArh TafasmaREEmaE. 141 - ToeaE fGegd afaaras sman, faega sfafags

2003 (2003 & 36 ai) & URT 181(1) 3R 181(2) (2T wd S=d) TS &RT 57(1),
57(2), 59(1),td 86(1) (i) EaRT 3/ Yged AFAAT H AT 38 fAfAT FFAY A el
FAET AFFA HT 3T A g, qd JHRA F IRANd, TagarT fAefarad fafaes
T &, 3rATe-

1. S TUAT IRFHT:

@) ¥ A veredE Jegd Afaums 3w (Aavor seqafcaaiar & foe
FRIGETAT & AeUs) fafaaa, 2021 Fgemdan|

@) ¥ Rl T TS F oA g H Ay @ ggd g

2. YUY FT FEAEE:

¥ fRfagd towus Tsg A S gAauRA/heargst  @fed faaRor
FTATCaUTRAT Td gHa T Iusersit & faw yiey gl
3. TR

S I foh TeeT @y egAr nfEa 7 o 3 gt

(@) e @ JAUT fGega sfafaes, 2003 Td 3% IR GvEr @
gl
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()

()

(&)

AYfd @& & @ YT 3@ &y @ B TEd e @S
ITATCTURY/Sheeligoll S8 T/ Shearsoll FHSIAT ¥ faege v gl &
T afsd §

HISRTE” &7 AU § 3ueferar ad IR BRA TSHH 75 TAh
faeRor reTafCaari/harss ganT faega 3fRf=gs, 2003 & &R 42 (5) 3R
goT fafaeAt & 3R fhar Sirar gl

‘AreMRee 3R deuad Afaas &1 3#fPuT § & g@9a-g9q3g o7 3maer
CaRT 39 T9Y H Fav v Afaww 3R 35 geveE|

‘Hoir-1 AERN A AV AR T ST9T01T 2011 & 3HTER 2,00,000 & e
STTEHEAT aTel AR A B

HTEEr ¥ AT T e A smaer @ g

3USNFAT TAT Fog H AAUT § Solacliolh &7 ¥ (THUHATYH, $-Hel, AES
VY, TATCTURI/heTgS &l dedrge) IA1 TAtld W (desdisa/AlNsa &
argq sier) a1 JAfFge 7 31k 0.3 & oaf@a R 30 [ & Aregw @
RIeprre a1 &faqfd & e Tedd e & v 3ugeFa IS werd gy
Fra/cawT (Arae NelfSar Hrer & |r)| 3Usiadr Feg 24X7 AT el

faRea 3=g afafaRed 39 decsr ¥ AU AT Tufaar &
3feddld $oll & &I 33 hdl ¥ 3% dlecoT T B

Targel #1 HAYT § AR AfCaary earr ifded =aiFd St 3a%
3MYfd & & T U Ay & & 3uh 3R F fasrel faaRa & & fow

‘TeT SER AT AT § @l Hd ead H gag 9 ¥ AH 6 § & o
Taifeld W@ & v Soagiel &9 H (THUAUH, 5-Hel, AWBSa 09,
IFATCTURISFaTSST HT ITETSE) AT TADIT R (AAH Hiol Aesolgad/HITSH)
a1 fafeaa# 7 3R 9.3 & 3feaf@a ar of@a w7 7 R 3 wur & Aegw
¥ R sodd a0 a1 affagfd & e & fau 3u-damiy saRasmhg
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(@)

TR/GA TR/ ER/AERET R R 3YTFd ST FeH - iaandr
erar/caaEdr (arad Repfser =R & arY)|

‘3T HTdTA/3Td decsr ¥ AU ey Fufaai & 3d9ta 440 dlecq &
3Hf&h e 33 Hdl A HATF dlecst A Bl

‘HJACTURy @ JAIT 379 IFd @ & T IfRfags & arr 14 F Tgq
CITSHT/3T AT Jelel fham a7 § S 39 &1 & 3usiFansi & fosrel &
IYfd e & fov fAawor gormel &1 deres 3R @@ w3 g8
315 JTATCaury o e &,

‘e rafr/@ea Aees @ 3uT gEe ot & 3eaeia $er &
T 440 drecy & IAF dlecat & &l

AAT ol B T AT § 3NRATST AT QAT gled & HROT Fol 35
ST,

AT & { AV A GErIdr § A aE 4 g
THINAT F HAYT FhcaTar & AYEUs A Fl

e cgauer &1 AT ¢ & gafaurthasshafauia gaeeest @
feTa gl arer 11ehdT Rt X R off egaensr #r @i 10 Fee @ 3R
g, oiftrd TASra/fAeiRa 3m3c¢s, 3curea 3R JaRer sAcasd afed FIEEH
gk RATeH H ATeldr & FROT A3 AR Geamsi & Joled & dged 5
AT & AT FRUT & FROT I3 & HRUT FAUTLAT H BISH 33
Hdr {TeH (A9 I BTedA) & gaus & TEfed 11 Fdr Bisi W

fARedY IIUTT AT STTI|

Qe & ¥ JfAUT AT &3 T e gl &7y

g1 AfAr & ggad qur aRANT o R T Weq AREgH # gReN el g
gfPaFTAr F1 JfPUT T gem S IRFTE A AT = g1 sHF IuAer A as Ry
yfafFaat, e s RTTaT ar 3RETs & /Ay &7 & aRafa a8 orar = §,
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Weq el faurismaer garr aiRa el se/fafaas & seadia aRenfya far o @
IR T & fagd & W TAIsT § o 38R AAYT agl gon St W wefa/fafasd &
e A

4

IGCEG

zo1 fafaat & Adas 7, 59 9% & d@cst & 33y 3nfaa + &

()

329

5.1

5.2

ThHadel AT Tgadel ASG/IG H, ST & AT 8, A Igadsl AT THAT
USG/Ue, T ATTHS ElAT HIT ST,

saA AfagAr & weut @ s AfaAt & Fast & T F AT ST S ey
Pl & ITAR FHAI-HAT W AT aRT M A7 TR e S
gl

goT fafagat & 3egAa A & iR faaRor gomell & Aveust A T @
& fo Al @l AR fohar arr &1 3 A faegd faoRor &1 o g
fagaee, @afrad 3k Adegd oMl e &a & ol
IFATCTURISRaTEst & o dudAd & ®7 A FH F91| o AfaAt 7 R
I YAl & AR fIROT SgAcauny & fdega & it & o dar &
SYATH HIsTehl T Il 3Usferdr &1 31fAwR g

so1 faforadt & 3807 &
(F)  FPICETAT & AU F AUTRT =,

(@) FCETdT & HAYGUST & SUAMN & %G IACaurihasel &
arEdfae HRIGETdr Sl ATIET|

@)  fAROT Acad B FHrdeRtar H AUEdr IR IUFFAN B FARET
ST
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(&)  3YNFABT B 3 A 3R 3uon H fdegd arararer Sed a

HTH FIA 8, efohel TSolSel Il H HaTH e,

(3) YA T AT Tl el H FUR LT

@ e IgATault s RfAr B el # oaftid & e
ITATCTUNT & HRAGETAT & YcIe[d SuHS HUGUS WIed il

fawher Tgar &, dr U3t @ 3R affagfd gAREd e & o
qredll dF fashfad S|

FRICETdT & HATYEUS

6.1

6.2

6.3

6.4

Tl 7 Afdse ATEUs HRICETdr & YA S9HS ATIGUS ghel, ST
Yl & ~GAdH AUEUS § fSiee Jgicauri/hargsy gred S|

Tl & FcAT AMYEUST T UITd el H JATCTURI/SFaIge S fawherdr &
AH H G- & 3TAN STHIFAT I &gl T ST HLAT HTaeTeh
grem|

gl A fAfdse AYeUs FRIGEdT & HAA AUGUS gl Sl
FTRATCaURIAFaIgS 39eT gi¥ical & fAdgs & Ied el =g &

geT YIS ATYCUS! T FHAY-THT W FAfSd wfafasm (egd gerr #ig
3R grag A AT, 2021 3R 3w gl RfFgat & e @Afese
GIGYTAT & 1Y Yol fohdr S|

fAepraa garaa/faarer gfsar

7.1

ITATCAURFaTSST & HEATe # ASE TETH o ache SUHIFAl JadT dogy
gITT| TE Feg 37 RAfATAT & @us 3(@) F gfuiRa Rera & gefieor
A A FETH Bl AR | 0 dhogiheh SUHIFAT QaT g fafags 3(7) &
Ieddld T Jrafe “ged 3TR 3R hatsel & 3UHIFAT AT Feg F ATY
Threhd ford ST |



788

TIEATT TSF-99, 39 15, 2021 AT 7

7.2

7.3

7.4

7.5

7.6

goT 3Th H, Rpradr & gofiawor 3R RIer—ded! #I GoilhioT TE&AT Yk
A & ol Tl R Gt & U 9 @ W 6 & o AT hEgel A
W= a1l 39ged Ud gidel cafed 3uierd glam|

FfOd FRTET & FIel 92 W @1 god s&h Ud §, 0 <afead &1 =14,
AlNEd AR Yeid fhar Sem|

ged SEh 3R 3UHFAT AaT dheg & AR, HeEfaf@d vfa Hr Riwad

HTATCAUNISFETSSN & HI-FUT R 3U-HATT H Goflhe & ST Fehell &
®)  EBER Amedr

@)  3Mfc i famerar

/) T e

)  faegd axy

Rt i gred e & o A 7.4 & AR de-weeE iR 39
HATeT # 3UPFd e o FURYT fhar SAem| 4 Hft Risprgdr
HAerFs Ffacs JHIedr A1 AFATCTUY garT 3fAhd fFdr 37 fAwry
CaRT T9-B3de & TEIar Feg H go/Res wran amdem Reea afaa
USRI UT HEAT JHTdorre RIrdcdehdl I Giad $Hr Saan|

ITRATCAURISFTSSH, 3o fAATAT & TehrereT & 2 A1g & #eR, dheggehe Dol
JeeX 3R god 3FF carT FUTRA fhd S dtel 3T o # T8l 3THIFA3iT
& ANET FFR B FEEg HET FEE B Eicauny hagsh 3R
YAt & ALT g IR faeaweiar gurR $r giaer g1 afe Aarger d7s
3UNFAT & 3T 97 ¥ fold AT fFar arr § O Risvragedt & ggard et
& fod Peafai@a § @ 7 T HF Tk JAHARRT UeId el R Rprad &t
doftehel foham STRIT:

F) & TdFR

g) ge-f3aea & @ a@fed @rar dear

M) FI-FEEAST & A Gied SHaeleT RS & ATH 3R gar
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7.7

7.8

7.9

7.10

7.11

7.12

RIGRIT & qofileor & T 3T any i Al gter $r =iy § 3¢ &
ATH @ IAATCAURY 3UHIFAT S fRABIT 9o g1 & 30 Afde & i)
RIerad w&ar gRd |

gard fF Coldlel o AIA ¥ fReradl & gofieor & Al #, Rierad
HEAT e SYSHIFAT HT el T el T S|

Sud g o T I 3usiear & ANsd FER R/AT A g H
doftehe foham aram & ar Risrad 1 faexor Rserrd gied gle & 30 f@fae &
AT 3UHIFAT & ol HGTS AT 3N $-AT M R vaeAwd 3N §-
Aol & AA ¥ o7 ST AR

Tcdeh fRIhTI T fqaROT 3iefcreteh-1 & AR RS fohar S|

Rpa & AU & ORuld A CaurIShergs  feddsd e 3R
fRIehTad & AT 8 ol I Sl FHIT I Rebrs hyam|

TRIARIcTehclT 1, RIS & TllenoT HE&AT T P Ha & T JUT 3u2eT
s GfshdT & 3TERUT @RI fealih 3N FATU & THI & AY-A1Y AT
& HATYTT I FIalr & S|

SRWFd 7.1 H FUT AT IS WeTH e hehd UGl T ot
AT Qo o ver HE o 6 Far e, faedes, g,
FAFAT FT TUT IRTIT, A7 3R [Faront & aRada, IR gRads, Hex
FTTEUTI, (el T fedoretrar| oo HeJafcaemdy, s fafazat & yenrerst
% 6 HIE & M dhodleh 24X7 SI-HT Ageh JaT sheg, TATAA |

Safh I Ue e & o 3ea Jfaar It | adr & o o Fere
3MTAE-9, $-Hcl, AINISC, ATHISE 3T, ITATCTURY IULThd 318 foarre
3R faRawor & o dFs W 3R waret & i 3R dfFaa g Jarst
& guftd o ud A & O A susledr @9y geus (HHReH)
JUITell & ATEIH & THT TArA UGl el ol I el |
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7.13

WHRTA A THUATH, $-A 3Holc, 3TdeeT T Garfd, Far T quidr, rdest &
ufa & dRaas anfe R geamt & o susieant IR et
e 3, 3R afy fdse et & o g adt @ i § o
HieTemssl aeqfEafa e 3N 3= TR & Faa: ddfieor H sgarard
g |

8. sfaqf # ety

8.1

Ife  IefAfCauiiibarsel  3egE-1 # JUAGse wRiceTdl & gedmerd
ATaEUst @ qfcd #el # [Awer @ g, o atfaqfd & fod grar g e W
gHIad eafdd & IfAaurShege affaqfd @1 serae syam| yenfad
afdd & ITATCTUNIAFAISS SanT $aTalel fhd Sl arel &ifaqfcd & S
faferaaAt & sregeEn-1l 7 @fése R o 3

S & g e # Red Hied & dRoT F e 3R At &
Tdefor @ Fed Rerdl & o atfagfd & v R arR e
T JMERIHAT G § IR AT 3eT G & HUR R 37 e
# effaqfet afar & *f3e )

9 Ig o foh TAOROT 3fgeiicauny 3uel faeRor yormelr & 36 o) f3sise
AR HUROT @ 6 T§ IWIFT AUGUST S G A g Bl g, oo o7 &
Alfelex R ST Fehel & 3R 3R Sash fod sueierar &1 Faa: & aifdaqfd
1 AT T ST Fehcl §1 30 ey #, fAoR0T 3efiicaenly 3T &l
T RAE e S|

Fed I8 IR & afe et samarer, 79, 3ifReor a1 3maeT ganr suHear
O e off Sohrar TR T agel 1 Vool & T Tol Jmeer & Srar g
IR W R ey A ogade Ef & Sl afagfd & gl weg
3YHFAT FI o A & Hfedd A0 & goard & T & M|

aercd 7g 3R o T e sustierdr @ gl dvg FS s R § A FY
aifaqfc &7 =1t gl
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8.2

8.3

8.4

8.5

8.6

8.7

8.8

5o fafesll & Aregd @ UFar A HACAUShEgSt SRt e Fel
gfaqfd fafse fadg a¥ & 3usiedr carT #@eF o W GHRI/EATS
TART & 30 gfaerd & 3ifee g gl

gfaqfcd & @l awel #, &aifaqfd &1 $erae nfafCaunlitharss ganrT
faegd 3qfd & o adae 3R Fee e el & favg AR garl
far SRE| 29 g atfagfd 3R 3Ee e dr S AR @ fevor
ST & AT Riege Rer ¥ ke e S|

FRCHAT & UAHd HAYGUST & IR H SRESHA dar ae & o
JFATCaURI/haTSs RISRIAT & dolleor HT Il & |y gfve Rishrrcshd
A g1 faferAr @1 eqEE-l & gER AURa geamd @wEg ot gRa
FAMT| AT Sharsst RSl & Fede Goleaor & @ s fafawsAt
1 ITEE-1l & ITAR faeied & o atfagfcd g &1 o Fiaa |
ITATCTURIheSSl 30 9IS W 3GQEE-l & HTER Hrdceidl &
T ATYEUST 3R ITgN-1l & IR FeF affaqfet @ 8 ved S|
Ife RI$Id & AU & fqoey g, dr 3usiierar ganr &faqfd & for arar
fIRRIT & TATUTT & 60 &l o IRATA =Tgi TohaT ST

3YSIFAT EART Grdl 3eleldsieh-1l & URT & TR ST fohar ST Hevell g
et ISRy &1 Q@7 arar SGfFaRn/S-Acl/dolhd ST/ HieTelge/HIaTS el
U/ g9 3TF goT 35h god 3 W SRR har ST dohar gl

Tt o faeRor gefeaendy, a1 fafaat & sfRgeen & s & 6 A
& $eR, JieTelissl gawr &1 goie Han 5@ o 3usierar aifaqfcd TRy &
G0l AR gar aX Feh| 3H HIY H IR -89 arde/foe/
THUATH/S-AC/TATCAURY &I dedise Afgd ATETH @ 3UFASt & 7eg
9§ § GHRT T S|

Ycdeh AT 3HTdcsll &l Usliedol &A1 & SR S fo R geiteor
e ¥ e el seefauhaset afaqft & g & ded &
HieTemssl sTer 3R 3 IJACaur/hargsl dedse W quT &9 § Feiia
Feh 39 W T IR FIAET ST TURUT H3|
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8.9

8.10

8.11

8.12

8.13

8.14

S T afe 3 T ANSS dFaR 3R/AT S-A ISt Y sl foham
aar g ar arfaqfcd grar i gl HEdr 3usiedr & Aldgd [ 3HR/aT
S-HT ST W THUATH AT 5-Hl & ATCIH T Holr 9|

SefTCarhargst Jrafeh At 1 Fest qur & faeRor &4 g arfayfd
% ST SRR o &1 feetih & 45 feat & ofiar arfaqfd &1 erfadfd &
IEAHR & AHe H, JeJACaumri/hargsi gfaqfd &1 grar g #Xe &
feetieh & 45 &=l & X &Tfaqfcd & wedsh grd & Hawr # 3fad 3maer 9
HEM T Tl I IJATCAURIFSSl $T dadse R YeRid fhd SREr
3w & 3Uerdr A giad fhar Srem|

HFATCTUNT @l 3wiad fafad 8.9 & qar &ffaqfcd & et frd
S & fAhelal AT IETATCaURIhEgST & AU @ 3usiedr T3S
Rpd AT SRET, B8 @69fRT 3uear Red @aror #=9 g@rn
T3 (iRt & f@aRor gq A6 gde Rged) fafas, 2008 ga@a-ga7a
W W ANAT I 38 FASTAT 33T @t fAfdse #1837 fRfaww &
fruiRa gftar & 3eTaR sgaea @ @l B smem

7 Red arer e, afagfd & v FuiRa a9 7 ag 78 #xar g
1 NS 3usierdl s8 @0 & HJse gl g, ar g6 faegd oiedre & gl
3AITAT & foIT Tada giem, St foh TahioT &l cgagd &<, Ufafas3m (farer & r
faegd eehurer garT fAderT ) fafas, 2010 AT-HAT W R TG a1
3 gAY 3T eart fAfése 15 37 RAfagsd & 3eaera favfta s

NS STSNFAT IFATCTUN, BRA I e AepdTer & HAET 51 fafgawt &
Ieaad aifaqfct & fAT arar aa & AU IS Yok AT FE HT G G
g |

o atfagfd @ serar, s Rfewdr A fAuiRa fFY ) Ameust & qu
A A AT F A% Tl W AT FF 51 A arelr fowaly
AT AT vl fhd ST Hebel ATl HTHASTA T TqaT Gfcepor woiaa o
grar|

g fafgAr & dgd affdqfd &1 g aa & faw, difsq sushedr &r
FCETdT & AMEUST & YAd WHX & for o [(ffma & & 5%
FAIETS TATCT 8l & 30 ol & R &rar gk ¥t g &l

FJATCTURY & IR

9.1

FIICETAT & HAISUST &I RAE AT TEJcATROT
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9.2

9.3

(@)  IFACaudhasst T a¥ & SRer g% A & 3ea w45
(st & ofiar fawdr ROE mer vd Rega oheured & s@e
gEdfaes fasuieH, s 9Al & AT Foldd  AwGl, TEAE-1 &
TEAND-4 F 3T T g TEIT HEM F HET A g Fhag gl

THINU-1 goT ST T TATYAT

TEA-2 3useFar Rerd 3R e faegaaiadr fRHed
TE3NA-3 Hed atfaqfed s faawor

TEINA-4 AT -1 & IFER Aeed e Hw &1 faawor

(@)  TATCaUNI/haEel 3WFd 9.1 (F) & IFER T & 3ifhd #d
?,ﬁﬂ@ﬁqﬁ%m,ﬁﬂﬁaﬂmﬁml

1. wRiceTdT # gUR g Y I 39,
2. TUTRA oealh & gred e R Sie & SRoT, Ife F1S 8 |

@) T FAG-EAT W OERIS Bl W GUS HCA AU @
GANDT T FoheT T

Rieprgdt 3R afaqfd & o ga @ F@afa Raed &1 gold o & ol
ITATCaaRY/Shergel, 51 fafagat & iftgeer &1 & a6 A & iR,
el deEse W RO goraT horass &1 fawe weml 0 Rt & fesw
WA Afed Reg RIFRT F1 96R, Remd 1 Tufd, Bdee & am,
Rierad dean, sifaqfd aar d&ar a1 @Rg-aHa W AR g AERT J@
WAT o€, & 3MuR T hamefer &0 @ gioa & e RAE gorer haash
Y 3TTAIET AT 3TN @RI Wiftiehed hiehed GaRT 3eTAed fohar S|

IfACaURSharse 3UHFar H1 ReRral & Fded & fod SRigom-
QRETeRT TR &M 3R JfAcaurIShergst & Sl wided #
SYHIFAIIT & Teol & foId 3uciets AHAeN| YR da@SC H SI3eAells el
Qe o grelt| 5| qieaer A frfaf@a Seerr g

F) TAPId GSHUT F Add- HIAST HI AAROT, HrATeE, Read deg
IR ool Rermg 39 & tguaArds-Ad/AeEd  vidasersT
3fe;

@) fafqaw 7 @ eue A @ g R # asrers B i,
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10

11.

9.4

9.5

9.6

9.7

M IAATCAURT F Hled IR gRcE- Il AR Il 3R
ITEA-IIl & 3TER HRIGETAT & Yedie[d HI9CUS, &ffaqfd & faaxor
3R FHT FrdeETr & AUEUS; 3N

) @IS 3T SRR ST STHEAIST P FHTGT B T 8
3) qieceRt fgedT 3R 3AST HIT & eI &1 S|

oA agel @ s B weaer, R @ qe Fe & o
afhar &1 SR & WY FRGEAT & Fanifa AEUst # 39 dedrse
W IR 9AF Y Sl Td S & AG H FARR-GA H GRRIA AT
qeY| e FHT &, dr 59 el & S o gemifId fohadm SRem a1 faeil &
Y g § g3 3¢ fAaRkd 6 o dhd Bl

faeRor Jegefcaudlr Aifsar, &, FARR oF, dedse & ALIA # OR
3YAFAT AT F HOOd FRATEE H FIAAIE W YGRS e ST
3T, FRIaTar & Araeust, sfaqfd & yraurEt, Risad aror, FeT gardr
& 31T 3R AeRor IgaAfCaardt fr FI 317 AT & TR F FAFARRT G

TIR-9AR ! cIaEAT M|

TIeROT JrTACauy BISTaR T3S ST, 33T &l HH el & fod v 18
v, faegd &1 G A1 HATS IUAET B Uehel AT ey w47, fagga
ST IT HIeT & FJehare AT &Tfd oUr a¥ & GRIeT Yred IROmAT H 3T
JIAST W UG Flel hI STIEAT FAT|

ITATCTURY 30 oRE & 39l e &I BT Hen aife g1 fafagat &
3fea@&a Aragust i gfcd & |

qeF AR AT

IgAfCauifharo & 3 RfwdAl & dedda  Remaefagfd @ ik
AISRT® A7 ehieharel &1 &Ifaqfcd & a/d & fdarRer & o 3dea/RAsad erR
I & T 3UHIFAT & HIS Yooh 6T (AT STRE/ATI] g1 g

HeATHT T Idolel

5o fafagat & seaela AuiRa sricerar & Aeust #r ggfea, Frafaf@d aeasi
$T g H AdtEaad @l
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(@) AUy #r Rsedest vd afafafat w ogwfad #e are o
#SAR g S gg, faglg, AeTes Heller, 3ucd, aTS, Hshald, JIe, forsTel,
HHFT AT 3T T 3 gSlel, Alh3T3e;
@ I3 [%aar & SR 3EeT I FAr o FRor & qfeufa/gaRor
IIRATCAURY & 3Yfc T 33T,
@) 33 S R TSERT AR A9OT Shog/8T AT HR OYUT dhegAIGT AR VU Shog;,
feEpiafharssh garr wafdd & ara g
12 3UEFar AfUFRE FT FI&T0r

13.

14.

ﬁ%ﬁﬂﬁﬁg@:aﬁﬁwaﬁgﬁaﬁﬁﬁﬁwﬁﬂﬂaﬁmﬁmﬂwmﬁw
Hfafed#A, 2019 (2019 &I 35 & Heard IFRFIHA) VR 3T FelT & Heddld SUAFA &
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el 3T gl Hls & AETH F Uolihd Hagel FFsR W A
S|

e &=t & Ful & A X gafd ded@w &7 & aredifgesd 96 &
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feT#ATe o W AN $T qRadeT 1 AE & Hick S|

IUaEFaT e i R

fafeler goel fordt Riema & AAS H 3uHFdr # Fafd 39@us 3fAsrRr ar

fafoer 310y @ cafFan Ao @ffr a1 3i=asa o9 3T youmelr & AEIH 4
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RAJASTHAN ELECTRICITY REGULATORY COMMISSION
Notification
Jaipur, March 31, 2021

No. RERC/ Secy. /Reg. 141 .-In exercise of powers conferred by Section 181 (1) and

181 (2) (za&zb) read with section 57 (1), 57 (2), 59 (1) and 86 (1) (i) and all other
provisions enabling in this behalf, the Rajasthan Electricity Regulatory Commission, after
previous publication, hereby makes the following Regulations, namely:

1.

Short Title and Commencement

a) These Regulations shall be called the Rajasthan Electricity Regulatory
Commission  (Standards of Performance for Distribution Licensees)
Regulations, 2021.

b) These regulations shall come into force from the date of their
publication in official gazette.

Scope of Application

These regulations shall be applicable to all the Distribution Licensees
including Deemed Licensees/Franchisees and all of its consumers in the state of
Rajasthan.

Definitions
In these Regulations, unless the context otherwise requires:
a) “Act” means the Electricity Act, 2003 and subsequent amendments thereof;

b) "Area of Supply" means the area within which a Licensee/franchisee is authorized by
its License/franchisee agreement to supply electricity.

c) “CGRF” means 'Consumer Grievance Redressal Forum' constituted by each
Distribution Licensee/franchisee pursuant to Section 42 (5) of the Electricity Act,
2003 and these Regulations.

d) "CGRF & Ombudsman Regulations” means Regulations framed by the Commission
in this regard from time to time and its amendments.

e) "Class-1 cities" means the cities with population of 2, 00,000 or above as per census
of India 2011.

f) "Commission™ means the Rajasthan Electricity Regulatory Commission;

g) "Customer care centre” means suitable IT enabled infrastructure/setup (with voice
recording feature) for submission of complaint or claim of compensation,
electronically (SMS, e-mail, mobile App, website of the Licensee/franchisee) or
telephonically (voice call-Landline/Mobile) or through any other mode as mentioned
in the Regulations 7 and 9.3. The customer care centre shall remain operational
24X7.

h) “Extra High Tension/Extra High Voltage” means the voltage exceeding 33 kV
between phases under normal conditions.

i) "Franchisee"” means a person authorized by a Distribution Licensee to distribute
electricity on its behalf, in a particular area within his area of supply:

J)  “Help desk” means suitable IT enabled infrastructure/setup at the sub- divisional
level/divisional level/circle level/zonal level/corporate level for submission of
complaint or claim of compensation electronically (SMS, e-mail, mobile App,
website  of  the Licensee/franchisee)  or telephonically  (voice call-
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5.2

K)

Landline/Mobile) or in writing or through any other mode as mentioned in the
Regulations 7 and 9.3 to remain operative between 9 am to 6 pm on all working
days.

"High Tension/High Voltage” means the voltage exceeding 440 volts between
phases but not exceeding 33 kV under normal conditions;

"Licensee" means a person who has been granted a license under Section 14
of the Act to operate and maintain a distribution system for supplying electricity to
the consumers in his area of supply and includes a deemed Licensee;

m) “Low Tension/Low Voltage” means the voltage level that does not exceed 440

n)
0)
p)

volts between phases under normal conditions;
"Normal Fuse Off" means fuse blown off because of overloading or ageing;

"Rural Areas" means the all area covered by gram panchayats.
"SOP” means Standards of Performance;

q) “Sustained Interruption” means any interruption on 11 kV feeders emanating

from licensee/franchisee/RVPN substations exceeding duration of 10 minutes but
excluding the interruptions  due to planned/scheduled outages, outages due to
failure of upstream power system including generation and transmission network
and outage due to reasons allowed in these regulations under exclusion of
events. Interruption in the 33 kV system (sub transmission system) shall be
considered as sustained interruption on the corresponding 11 kV feeders.

r) "Urban Areas” means all areas other than rural areas.

Words and expressions used and not defined in these Regulations but defined in
the Act shall have the meanings assigned to them in the Act. Expressions used
herein but not specifically defined in these Regulations or in the Acts but
defined under any law/regulation passed by a competent legislature/Commission and
applicable to the electricity sector in the State shall have the meaning assigned to
them in such law/regulation.

Interpretation

In the interpretation of these Regulations, unless the context otherwise requires:

(@) Words in singular or plural term, as the case may be, shall also be deemed to
include plural or singular term, respectively;

(b) References herein to the “Regulations” shall be considered as a reference
to these Regulations as amended or modified by the Commission from
time to time as per applicable laws.

Objective

5.1 These Regulations lay down the standards to maintain distribution system
parameters within the permissible limits. These standards shall serve as
benchmark for Licensees/franchisee for providing an efficient, reliable,
coordinated and economical system of electricity distribution. It is the right of
consumer to have minimum standards of service for supply of electricity from
the distribution licensee in accordance with the provisions made in these
Regulations.

The objectives of these Regulations are:
(a) to lay down standards of performance;
(b) to measure the actual performance of licensee/franchisee as against the
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6.2

6.3

6.4

7.2

7.3

7.4

7.5

benchmarks standards of performance.

(c) to ensure quality and suitability of distribution network performance.

(d) to enable the consumers to design their systems and equipment to suit the
electrical environment that they operate in;

(e) to improve service delivery to the consumers.

(f) to develop transparent mechanism for ensuring fair compensation to the
consumers in case the Licensee fails to achieve guaranteed benchmark
standard of performance as described in Schedule-1 of these Regulations.

Standards of Performance

The standards specified in Schedule-1 shall be the guaranteed benchmark standards
of performance, which are the minimum standards of service that a distribution
Licensee/franchisee shall achieve.

The failure of Licensee/franchisee to achieve the guaranteed standards of service
shall entail payment of compensation to the consumer as per Schedule-I1I.

The standards specified in Schedule-11l shall be the overall standards of
Performance which Licensee/franchisee shall seek to achieve in the
discharge of its obligations.

These guaranteed standards shall be read with the provisions specified under the
RERC (Electricity Supply Code and Connected Matters) Regulations, 2021
and other relevant Regulations, as amended from time to time.

Complaint Handling/Redressal Procedure

There shall be an |IT enabled centralized customer care centre at
licensee/franchisee headquarter. This centre should be capable of registering a
complaint as prescribed in clause 3 (g) of these regulation. Such centralized
customer care centre shall be fully integrated with the “Help Desk” as provided
under regulation 3 (j) and customer care centre of the franchisee.

The help desk shall be manned by a suitable and knowledgeable person having
basic computer knowledge between 9 am to 6 pm on all working days for
registration of complaints and providing registration number to the complainants.

The name, mobile number of such person shall be displayed on the notice board of
the corresponding office where the help desk is situated.

Besides help desk and customer care centre, the following nature of
complaints can be registered at the sub-stations and sub-offices of the
licensee/franchisee:

a) Transformer failure

b) Supply failure

c) Safety related

d) Electricity theft

Suitable registers for receiving complaints as per regulation 7.4 shall be maintained



820

TIEATT TSF-99, 39 15, 2021 AT 7

7.6

1.7

7.8

7.9

at the sub-stations and sub-offices. All these complaints shall be immediately got
recorded in the help desk of the sub-division by the Junior Engineer or any other
officer authorized by licensee. System generated registration number shall be
immediately communicated to the complainant.

The licensee/franchisee, within 2 months of the publication of these
regulations, shall link the mobile number of all the consumers in data base to be
maintained by centralized call centre and help desks so as to facilitate fast and
reliable communication between the licensee/franchisee and consumers. If the
mobile number is not linked with the consumer data base, the complaint shall be
registered on providing at least one of the following information to identify the
complainant:

a) K. No.

b) Account number with name of sub-division

c) Name and address of the connection holder along with name of sub- division

The complaint number shall be communicated to the consumer by the Licensee
within 30 minutes of receiving the complaint, through the same mode as used by
the consumer for registration of complaint.

Provided that in case of registration of complaints through telephone, the complaint
number shall be provided immediately to the consumer on call. Provided further
that in case mobile number and/or email-id of the consumer has been
registered, the complaint details shall also be sent through SMS and e-mail on the
registered mobile number and e-mail id of the consumer within 30 minutes on
receiving the complaint.

Details of each complaint shall be recorded as per Annexure |.

After the resolution of the Complaint the Licensee/franchisee shall update and
record the total time taken for resolution of the complaint.

7.10 The intimation of resolution of complaint along with date and time of resolution

shall be communicated to the complainant by following the same procedure as used
for communicating the registration number of the complaint.

7.11 The IT enabled centralized customer care centre, as mentioned at 7.1 above,

shall also provide common services like new connection, disconnection,
reconnection, shifting of connection, change in name and particulars, load change,
replacement of meter, no supply, the distribution licensee shall establish a centralised
24x7 toll-free customer care centre within 6 months of the publication of these
Regulations .

7.12 While other modes to provide services like paper application, email, mobile,

website, etc., may continue, the licensees shall endeavour to provide all services
through a common Customer Relation Manager (CRM) System to get a unified
view of all the services requested, attended and pending, at the backend for better
monitoring and analytics.

7.13 The CRM shall have facilities for sms, email alerts, notifications to consumers and
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8.2

8.3

8.4

8.5

8.6

officers for events like receipt of application, completion of service, change in status
of application, etc; online status tracking and auto escalation to higher level, if services
are not provided within the specified time period.

Compensation Mechanism

If Licensee/franchisee fails to meet the guaranteed standards of performance as
specified in Schedule-1, Licensee/franchisee shall pay compensation to the affected
person upon lodging of a claim for compensation. The compensation to be paid by
the Licensee/franchisee to the affected person is specified in Schedule-11 of these
Regulations..

Provided that for complaints related to “No Current complaints”, “no- current
complaint due to meter” and “testing of Meters” there shall not be a need to file the
complaint for compensation purpose and the licensee ,based on its records,
shall credit the compensation amount in next bill.

Provided further that the distribution licensee shall design and maintain its
distribution system in such a way that it captures above parameters and there is a gradual
increase in the list of parameters, which can be monitored remotely and for which
automatic compensation can be paid to the consumer. The distribution licensees
shall submit a report annually, to the Commission, to this effect.

Provided also that, if, there is a stay order by any Court, Forum Tribunal,
or by Commission, staying the recovery of any dues from consumer and
during the operating period of any such order, compensation shall become due but
shall be payable to the Consumer only after the final decision of the case.

Provided also that no compensation shall be payable if there is any arrear due to be
recoverable from the consumer.

The total compensation that will be payable by the Licensee/franchisee to a consumer
by means of this Regulation shall not exceed 30% of the total Fixed
Charges/Demand charges payable by the consumer in a given Financial Year.

In all cases of compensation, the payment of compensation shall be made only by
adjustment against current and immediate future bills for supply of electricity by
the licensee/franchisee. The details of the total compensation due and the amount
paid thereof shall be shown in every electricity bill of the consumer.

In order to create awareness about the guaranteed standards of
performance, the licensee/franchisee shall intimate the prescribed guaranteed time as
per Schedule-1 of these regulations to the individual complainant along with
intimation of registration of complaints. The licensee/franchisee shall also
intimate the compensation formula for delay as per Schedule-ll of these
regulations along with each registration of complaints.

The licensee/franchisee shall also display the guaranteed standards of
performance as per Schedule-1 and compensation payable as per Schedule- 11 on its
websites.

In case there is a delay in the resolution of complaint, claim for
compensation shall be filed by the consumer not beyond 60 days of
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8.7

8.8

8.9

8.10

8.11

8.12

8.13

8.14

resolution of complaint.

The claim can be filed by the consumer as per format at Annexure-Il. Such claim
can be filed either personally/e-mail/registered post/online/mobile app/help desk to
the concerned officer.

Provided that the distribution licensees, within six months from the date of
notification of these Regulations, shall create an online facility on which consumers
may register and claim the compensation amount. The information in this
regard shall be widely circulated among consumers through appropriate
means including mass media/billssSMS/e-mails/ licensee’s website

Every claim application shall be given a registration number which will be different
from the complaint registration number. Licensee/franchisee shall maintain
online data of the compensation claim application and the action taken there on by
fully displaying the same on licensee/franchisee website.

Provided that in case mobile number and/ or email-id of the consumer has been
registered, the compensation claim registration number shall be sent through SMS
and email on the registered mobile number and email id of the consumer.
Licensee/franchisee shall give compensations within 45 days from date of filing the
claim of compensation giving details as well as reference of relevant regulations. In
case of refusal of compensation Licensee/franchisee shall pass an appropriate order

with respect to each claim of compensation within 45 days from the date of

filing the claim of compensation. All such orders shall be displayed on the website
of the licensee/franchisee and shall be communicated to the consumer as well.
Failure by the licensee to pay the compensation as per Regulation 8.9 above or
non satisfaction the consumer with the decision of the licensee/franchisee
shall constitute a Grievance, which shall be dealt and decided by the respective
Consumer Grievance Redressal Forum, in accordance with procedure set out in
the RERC (Guidelines for Redressal of Grievances) Regulations, 2008 as amended
from time to time or any other Regulations specified by the Commission for this
purpose .

In case the Grievance Redressal Forum does not decide the amount of
compensation within the specified time or the aggrieved consumer is not satisfied

with its decision, he will be free to approach the Electricity Ombudsman,
who shall deal and decide the case under RERC (Settlement of Disputes by

Electricity Ombudsman) Regulations, 2010 as amended from time to time or any other
Regulations specified by the Commission for this purpose.

The aggrieved consumer shall not be liable to pay any fee for lodging a claim of
compensation under these regulations before the licensee, Forum or Electricity
Ombudsman.

The payment of such compensation shall be without prejudice to any penalty

which may be imposed or prosecution which may be initiated for the failure of
the licensee in meeting the standards specified in these Regulations.

To claim the compensation under these Regulations, the aggrieved consumer has to file

the claim within 30 days of expiry of the timeline given in these Regulations for each
SoP parameter.

Responsibilities of the Licensee
Submission of Sop Reports

A. The licensee/franchisee shall furnish to the Commission as well as the Electricity
Ombudsman, quarterly reports within 45 days at the end of each quarter during
a financial year, indicating its actual performance in the formats SOP-1 to
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9.2

9.3

9.4

9.5

SOP- 4, attached to these regulations. These formats are as listed below;
1. Establishment of help desk
2. Consumer Complaints and System Reliability Parameters
3. Details of Compensation Paid
4. Details of System Development Fund as per Schedule-I
B. The licensee/franchisee shall also furnish a report along with the quarterly
reports as per 9.1 (A) above, indicating
1. The measures taken to improve performance,
2. The reasons for not achieving the specified targets, if any.

C. The Commission may revise the formats through separate orders, as warranted
necessary from time to time.
Licensee/franchisee shall develop report generation framework on its website,
within six months from the date of notification of these Regulations, to
generate reports related to complaints and claim for compensation. Such
reports shall be generated dynamically based on the search parameters including but
not limited to type of complaint, status of complaint, Name of Division,
Complaint  Number, Compensation Claim Number or as directed by the
Commission from time to time. The report generation framework shall be approved
by the Commission or the person authorized by the Commission.
Licensee/franchisee shall publish a manual of practice for handling consumer
complaints and make it available for reference of consumers at every office of
licensee/franchisee. The manual shall also be downloadable from the website. This
manual shall contain the following information:

a) Channels of complaint registration - details of personnel, offices,
Complaint centres and  electronic complaint like SMS/e-mail/mobile
applications etc.;

b) Process of handling complaints taking into consideration Regulation 7;

c) Duties and obligations of  Licensee - guaranteed
standards of performance, compensation details and overall standard of
performance as per Schedule-I, Schedule-II and Schedule-111

respectively; and
d) any other information which may be affecting the consumers.
e) manual shall be published in Hindi and English language.
Licensee/franchisee should publish the guaranteed standards of performance along
with compensation structure, information on procedure for filing of complaints, on
their website and in the newspapers every year in the month of January and July. If
possible, it shall also be published at the back of the bills or separate hand out may
be distributed along with the bills.
The distribution licensee shall arrange to give due publicity through media, TV,
newspaper, website and by displaying in boards at consumer service related offices
to bring awareness of consumer rights, standards of performance,
compensation provisions, grievance redressal, measures for energy efficiency and
any other schemes of the distribution licensee.

9.6 The distribution licensee shall arrange to display feeder wise outage data, efforts made

9.7

for minimising outages, prevention of theft or unauthorised use of electricity or
tampering, distress or damage to electrical plant, electric lines or meter and results
obtained during the year, on its website.

The Licensee shall design its system in such a way so as to meet the parameters
mentioned in these Regulations.
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10. Fees and Fines

No fees shall be levied/applicable to the consumer for lodging a

complaint/compensation claim under these Regulations with the

Licensee/franchisee and application/complaint for redressal of the claim for

compensation to the CGRF or Ombudsman.

11. Exclusions of Events

The application of the standard of performance specified in these

Regulations shall not be applicable in case of the following events:

a) force majeure events such as war, mutiny, civil commotion, riots, flood, cyclone,
lightning, earthquake or other force and strike, lockout, fire affecting
Licensee's installations and activities;

b) outages due to grid  failure or outage of supply from
RVPN/transmission licensee grid substation for any reason

C) outages that are initiated by the  National Load Despatch
Centre/Regional Load Despatch Centre/ State Load Despatch Centre,
Discom/Franchisee

12. Protection of Consumer Rights

Nothing contained in these regulations, shall in any way, prejudice or affect the

rights & privileges of the consumers under other laws including the Consumer

protection Act 2019 (central Act of 35 of 2019).

13. Repeal and Saving

1. Save as otherwise provided in these regulations, the RERC (Standards of
Performance for Distribution Licensees) Regulations, 2014 is hereby repealed on
coming into force of these Regulations.

2. Notwithstanding such repeal anything done or action taken or
purported to have been done for the purpose of meeting SOP obligation shall be
deemed to have been done or taken under the corresponding provisions of these
Regulations.

3. Any rights and liabilities arising out of the Regulation so repealed shall be settled
within the framework of the repealed Regulations.

14. Power to remove difficulties

If any difficulty arises in giving effect to the provisions of these

Regulations, the Commission may suo-motu or on a petition, by general or specific

order, makes such provisions not inconsistent with the provisions of the Act, as may

appear to be necessary for removing the difficulty.
15. Power to amend
The Commission may, at any time, vary, alter, modify or amend any
provision of these Regulations, with reasons to be recorded in writing.
16. Power to Relax

The Commission, may by general or special order, for reasons to be
recorded in writing, and after giving an opportunity of hearing to the parties
likely to be affected, relax any of the provisions of these Regulations on
its own motion or on an application made before it by an interested person.

By order of the Commission
B. K. Dosli,
Secretary.
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SCHEDULE-I

LICENSEES GUARANTEED STANDARDS OF PERFORMANCE

11

1.2

13

14

1.5

Restoration of Supply:

No Current Complaint
The licensee/franchisee shall restore the supply in case of supply related problem/
fault like blowing of HT/LT fuse/MCB prior to meter or at distribution
transformer or due to loose connections at meter or service line within:

a) 2 hrs.in Class 1 Cities

b) 4 hrs. in Urban Areas

c) 8 hrs. in Rural Areas
from the time of reporting of fault by the consumer.

Overhead line/overhead cable breakdowns
The licensee/franchisee shall restore the supply in case of its overhead
line/overhead cable breakdowns within:
a) 4 hrs. in Class 1 Cities
b) 6 hrs. in Urban Areas
c) 10 hrs. in Rural Areas
from occurrence of fault.

Underground cable breakdowns
The licensee/franchisee shall restore the supply in case of breakdown of its
underground cable within:
a) 12 hrs. in Class 1 Cities
b) 12 hrs. in Urban Areas
c) 24 hrs. in Rural Areas
from occurrence of fault.

Transformer failure
The licensee/franchisee shall restore the supply in case of failure of its
transformer within:
a) In case of Distribution Transformers
I 8 hrs. in Class 1 Cities
ii. 8 hrs. in Urban Areas
iii. 24 hrs. in Rural Areas
from occurrence of failure.

b) In case of Power Transformers (33/11 kV)
48 hrs. from occurrence of failure.

Scheduled outages

a) Interruption in power supply due to schedule outages, other than the load-
shedding, shall be notified by licensee at least 24 hours in advance for planned
shutdown and same day in emergent cases and shall not exceed 7 hours in a
day. The supply should normally be restored by 6 pm. Licensee shall plan to
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1.6

2.1

undertake all preventive maintenance/periodical maintenance/service connection
related activity during the scheduled outage. The notification of the scheduled
outage shall be conveyed to the effected consumers by vide publicity in the local
news paper/display on the Discom website. Notification shall also be sent on the
registered mobile number thorough SMS or by any other electronic mode .

b) Scheduled outage/planned shutdown on industrial feeders shall not be taken
except on weekly off days of the concerned industrial area in consultation with
industrial areas association.

c) Scheduled outage/planned shutdown on urban feeders shall not be taken
except on Tuesday and Friday.

d) Scheduled outage/planned shutdown on rural feeders shall not be taken
except on Wednesday and Saturday.

e) In case there is a planned/scheduled outage from 132 kV substations, the same
shall be utilized by the Discom(s) for planning their activity such as
preventive/periodical maintenance/service connection related activity.

In case of unplanned outage or fault, immediate intimation shall be given by the
Licensee to the consumers through SMS or by any other electronic mode
along with estimated time for restoration. This information shall also be available
in the customer care center of the distribution licensee.

Quiality of Supply

Voltage Variations

The licensee/franchisee shall maintain voltages at the point of supply to a consumer
within the limits as under

a) +6% and -6% in case of LT supply
b) +6% and -9% in case of HT supply
c) +10% to -12.5% in case of EHT supply

and in case of variation, the problem shall be resolved within the time frame as
given below:

a) 2working days ofthe original complaint provided no expansion/
enhancement/ up gradation of the distribution system/ network is
involved

b) 15 days in case only LT line augmentation/up gradation and distribution
transformer capacity enhancement is required

c) 60 days in case new distribution transformer substation is required

d) 120 days in case new 33/11 kV substation/augmentation of 33 kV substation
is required from the time of reporting by the consumer.
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2.2 Reliability indices

a) The distribution licensee shall supply 24x7 power to all consumers.
However, lower hours of supply for some categories of consumers like
agriculture may be specified.

b) Supply interruption benchmark- The smallest unit for supply
interruption benchmark shall be 11 kV feeder. The following shall be
benchmark-

i. 11 kV industrial feeder- Thirty numbers sustained interruptions per six
months or fifteen numbers sustained interruptions per quarter.

ii. 11 kV urban  feeder- Forty Eight numbers  sustained
interruptions per six months or twenty four numbers sustained
interruptions per quarter.

iii. 11 kV rural feeder- Sixty six numbers sustained interruptions per six
months or thirty three numbers sustained interruptions per quarter.

c) Supply outage duration benchmark- The smallest unit for supply outage
duration benchmark shall be 11 kV feeder. The following shall be
benchmark-

i. 11 kV industrial feeder- Seventy hours per six months or thirty five hours
per quarter.
ii. 11 kV urban feeder- One hundred forty hours per six months or seventy
hours per quarter.
iii. 11 kV rural feeder- Two hundred ten hours per six months or one hundred
five hours per quarter.

2.3 Benchmark of SAIFI and SAIDI- The following shall be the half yearly/
quarterly benchmark for SAIFI and SAIDI in the licensee/franchisee area-

I. SAIFI- Twenty interruptions per consumer per six months or ten interruptions
per consumer per quarter .

ii. SAIDI- Thirty hours per consumers per six months or fifteen hours per
consumer per quarter .

SAIFI and SAIDI- SAIFI and SAIDI shall be calculated as per following formula
on half yearly/ quarterly basis for entire licensee/franchisee area-

n

SAIFI= Y (Ai x Ni)/Nt
i=1

n

SAIDI= ¥ (Bi x Ni)/Nt
i=1

Ai= Total number of sustained interruptions on Ith feeder for 6 months or quarter as the
case may be.
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2.4

2.5

3.1

3.2

Bi= Total duration of sustained interruptions on the Ith feeder during 6 months or
quarter as the case may be.

Ni= Total number of consumers on the Ith feeder for 6 months or quarter as the
case may be. (Mean of 6 months or quarter as the case may be)

Nt= Total number of consumers on all the feeders.

n= Number of 11 kV feeders in the licensee area.

System reliability to avoid heavy fluctuations or short circuiting of lines

(a) The Licensee/franchisee shall erect and keep the system so reliable to avoid
any damage to electrical equipments of the consumers on account of heavy
fluctuations in supply voltage or short circuiting of lines.

(b) If on any LT feeder some industrial/ motive load is also connected which results in
voltage dip/ fluctuations for other consumers connected on the same feeder, such
consumers having industrial/ motive load, shall have to take supply through
separate feeder from the nearest transformer/ feeder pillar at its own cost so as to
avoid impact of its load on other consumers and also make necessary technical
interventions as per the guidelines issued by the Discoms with the approval of the
Commission

Licensee/franchisee shall within 6 months of the date of these regulation, shall
ensure an IT enabled system for automatic record of reliability indices as per
clause 2.2 and SAIFI and SAIDI as per clause 2.3 along with the comparison with
the benchmark. The display of such figures should be available on the
website/mobile app of the licensee/franchisee as well as the Regulatory
Commission.

Meter Complaints

Testing of Meter

In case a consumer reports that meter is not functioning properly, a notice of 15
days can be given to the licensee. Licensee shall verify the correctness of meter at
site and if required replace the meter within 15 days from date of reporting by the
consumer . However, No test fee shall be charged from the consumer at the time of
reporting if the meter is found to be defective or burnt due to reasons attributable
to the consumer, the consumer shall bear the cost of new meter / security and
test fee shall be charged from the consumer through subsequent bills.

Replacement of stopped/damaged/burnt Meter

In case of stopped/damaged/burnt meter, the meter shall be replaced by the licensee
within twenty-four hours in urban areas and seventy-two hours in rural areas of its
detection or date of intimation by the consumer.

Provided that in case of no current complaint on account of
stopped/damaged/burnt meter, the licensee/franchisee shall replace the meter within
24 hrs of reporting by the consumer or detection by the licensee/franchisee, as
the case may be, unless it is established that the meter has been tempered or
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damaged in any way including excess load by the consumer, in which case, the
licensee/franchisee shall replace the meter within 24 hours after depositing the
amount of security of meter towards cost of meter by the consumer and other
formalities, if any.

4. Shifting of Meters/Service Lines

4.1  Demand Note
The licensee/franchisee shall inspect and inform the estimated cost to the consumer
within 15 days of receipt of application.

4.2 Shifting of Meter
The licensee/franchisee, on receipt of amount of demand note and necessary
clearances/no objection shall shift the meter within:

a) 7 working days in case of LT consumers
b) 15 working days in case of HT & EHT consumers

4.3  Shifting of Service Line
The licensee/franchisee, on receipt of amount of demand note and necessary
clearances/no objection shall shift the service line within:

a) 15 working days in case of LT consumers
b) 1 month in case of HT consumers

5. Release of New Connections or additional power
The licensee/franchisee  shall release new connections to  different
categories of consumers under different situations, as per the norms specified in the
RERC (Supply Code & Connected Matters) Regulations, 2021.

6. Transfer of ownership and change of category
The licensee/franchisee, on receipt of necessary documents certifying the transfer
of ownership or change of category, as the case may be, shall transfer the
ownership of the connection or change of category on the existing system, within
1 month.

7. Consumer bill complaint

In case of any billing problem, the consumer should approach the
concerned Sub divisional officer or Billing officer personally or get the
complaint registered through online help desk system. The consumer shall be given a
registration number of the complaint. The licensee/franchisee shall resolve the
billing problem within:

a) 3 working days, in case no information is required to be collected

b) 7 working days, in case some information is required to be collected by the
billing authority.
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8.1

8.2

10.

In case the complaint is genuine, the licensee/franchisee shall extend the due date
for payment of bill so as to allow at least 7 working days for making payment by
the consumer.

Disconnection of supply

The licensee/franchisee, on receipt of a request and clearance of dues from the
consumer along with disconnection fee, if any, prescribed by the Commission,
shall disconnect the supply within:

a) 3 working days in Class 1 Cities

b) 7 working days in Urban Areas

c) 7 working days in Rural Areas

In case of permanent disconnection, the licensee/franchisee shall refund all the
money payable to the consumer such as security etc and issue a “No- Dues
Certificate” within 7 days from the date of disconnection or from the date of
clearing the admissible dues by the consumer payable to the licensee/franchisee;
whichever is later.

Restoration of a disconnected consumer

The licensee/franchisee, on clearing the dues by a disconnected consumer, shall
restore supply within 6 working hours. In case erection of infrastructure is
required, it shall be as per the time lines given in the RERC (Supply Code &
Connected Matters) Regulations, 2021.

Delivery of bills

The licensee/franchisee shall serve the bills on the consumers as per the timelines
given in the RERC (Supply Code & Connected Matters) Regulations, 2021.

In case the consumer does not receive the first bill within time line
specified in the RERC (Supply Code & Connected Matters) Regulations,
2021, he may complain, in writing, to the distribution licensee and the distribution
licensee shall issue the bill within seven days.

If any bill is served with a delay of more than sixty days, the consumers shall be
given a rebate as per RERC (Supply Code & Connected Matters) Regulations, 2021.

Schedule-11

Compensation Payable by the Licensee/franchisee

In case of failure of a licensee/franchisee to meet the Guaranteed Standards of
Performance as specified in Schedule-l of these regulations, the following
compensation shall be payable to the consumer by the licensee/franchisee-
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Sr. | Ref no. of SOP Parameters Compensation payable to
Sch.1 each effected consumer

1. Restoration of supply

i.  Default in 24 hours notice
ii.  Exceeding 7 hours duration

1. 1.1 No current complaint Rs. 75 for LT
Rs. 150 for HT
2. 1.2 Overhead Line/overhead Cable Rs. 75 for LT
breakdowns Rs. 150 for HT
3. 1.3 Underground cable break down Rs. 75 for LT
Rs. 150 for HT
4, 1.4 Distribution and/or Rs. 150 for LT
Power Rs. 450 for HT
Transformer Failure
5. 1.5 Scheduled outage Rs. 75

2. Quality of supply

6. 2.1 Voltage variations Rs. 150 for LT
Rs. 450 for HT
7. 2.2 i.  Supply interruption Rs. 5 Per interruption
exceeding the benchmark
Rs. 5 Per hour or part
ii.  Supply outage duration thereof exceeding the
benchmark
8. 2.3 i.  SAIFI A separate system
ii.  SAIDI development fund shall be

maintained by the licensee/
franchisee in which Rs.
0.5 Crore for SAIFI and
Rs. 0.5 Crore for SAIDI,
quarterly shall be
deposited towards each
default in the benchmark
of SAIFI and SAIDI.
The fund shall be utilized
with the prior approval of
Regulatory Commission.
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% |24 Fan, B&W TV, Mixy =5 1000
Compensation . .
for damages on| Colour TV, Semi-Automatic Rs 2000
account Washing Machine, Fridge
of heavy _ _
fluctuations  in| Fully Automatic Washing Rs 4000
supply or short| Machine, Computer, Air
circuiting of lines Conditioner

Note: - Compensation for damages on account of heavy fluctuations in supply or short
circuiting of lines shall be payable to individuals when event affects more than five
consumers on a feeder and subject to physical verification of the damaged
equipments by the licensee.

3. Meter Complaints

to meter

10. 31 Testing of meter Rs. 200 for LT
Rs. 500 for HT
Rs. 1000 for EHT

11. 3.2 Replacement of stopped / As per RERC

defective/ burnt Meter (Electricity Supply Code &

Connected Matters)
Regulations 2021

12. 3.2 For no-current  complaint due | Rs. 200 for LT

Rs. 500 for HT
Rs. 1000 for EHT

4. Shifting of Meter / Service line

13.

4.1

Demand note

Rs. 75 for LT
Rs. 150 for HT
Rs. 300 for EHT

14.

4.2

Shifting of Meter

Rs. 75 for LT
Rs. 150 for HT
Rs. 300 for EHT

15.

4.3

Shifting of Service line

Rs. 75 for LT
Rs. 150 for HT

5. Release of new connection/additional power
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16 Release of new Rs. 300 for LT
' connection/additional power Rs. 750 for HT
Rs. 1500 for EHT
6. Transfer of ownership or change of category
Transfer of ownership or change | Rs.75 for LT
17. of category Rs. 150 for HT
Rs. 300 for EHT
7. Consumer bill complaint
Billing complaint resolution Rs. 75 for LT
18. Rs. 150 for HT
Rs. 300 for EHT
8. Disconnection of supply
19. 8.1 Disconnection of supply Rs. 75 for LT
Rs. 150 for HT
Rs. 300 for EHT
20 8.2 Issue of no dues certificate Rs. 500 for LT
' ' Rs. 1000 for HT
Rs. 2000 for EHT
9. Restoration of a disconnected consumer
21 9 Restoration of a disconnected consumer Rs. 500 for LT
Rs. 1000 for HT
Rs. 2000 for EHT
10. Delivery of bills
29 10 Delivery of bills Rs. 25 for LT
Rs. 50 for HT
Rs. 75 for EHT

Note: -The above mentioned amount of compensation shall remain the same if time
taken by licensee is up to double the specified period; thereafter the amount of
compensation shall be double the amount specified above.
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Schedule -111

Overall minimum Standards of Performance for a Licensee/franchisee:-

Minimum overall
S. No. Activity as mentioned in Schedule-11 quarterly standards of

performance

1. No current complaints 95%

2. Other activities 90%

3 SAIFI To be achieved as per
Schedule-1

4 SAIDI To be achieved as per
Schedule-1

Distribution SOP Reporting Formats

Establishment of Help desk

Name of Licensee/franchisee:

S. Name of | Total no. No. of help No. of Total no. | help desk yet | No.of | Total
No. | Circle/ of help desk help desk | of help to be consu | no. of
franchise | desk to be | previously establishe | desk established mers consu
e area establishe | established d during establishe | (3-6) connec | mers
d the period | d (4+5) ted in the
with area
help
desk
1 2 3 4 5 6 7 8 9
1
2
3
4
5
6
7
8
Total

(Signatures with Designation)
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Distribution SOP Reporting Formats
Consumer Complaints and system reliability parameters
SOP-2 A
Name of Licensee/franchisee:
A. Individual consumer grievance
S. Ref no. SOP Complai | Receive Total No. of % of No. of Total Compl Minimu Wheth
No. of Sch.- Parameters nts dduring | compl | compla | compla | complaint comp | aints moverall | er
1 brought period aints ints ints S laints pendin performa | overal
forward (4+5) Redres Redres Redressed | redre | g (6- nce |
sed in sal in beyond ssed 10) target as standa
time time time (out (7+9) per rds
(out of (7/6*10 | of 6) schedule- | achiev
6) 0) i ed
(yes/n
0)
1 2 3 4 5 6 7 8 9 10 11 12 13
1 11 No current
complaint
2 1.2 Overhead Line
/ overhead
Cable
breakdowns
3 13 Underground
cable break
down
4 14 Distribution
and/or power
Transformer
Failure
5 15 Scheduled
outage Default
in 24 hours
notice
6 15 Scheduled
outage
Exceeding 7
hours duration
7 2.1 Voltage
variation
8 3.1 Testing of
Meter
9 3.2 Replacement of
stopped/defecti
ve/burned
Meter
10 3.2 No-current
complaint due
to meter
11 4.1 Demand note
12 4.2 Shifting of
Meter
13 43 Shifting of
Service line
14 5 Release of new
connection/addi
tional power
15 6 Transfer of
ownership or
change of
category
16 7 Billing
complaint
resolution
17 8.1 Disconnection
of supply
18 8.2 Issue of no
dues certificate
19 9 Restoration of
DC consumers
20 10 Timely delivery

of bills

Total
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SOP-2B
B. Feeder details
I. For industrial feeders
S. Refno. | SOP Total No. of No. of % of No. of No. of % of Minimu | Whether
No. of Para No. of feeders out feeders out feeders 11kV | feeders feeders m overall
Sch.-1 | meter | industri | of Column4 | of Column not feeder out of not perform | standards
al having 4 having exceedin s out Colum | exceeding ance achieved
feeders sustained sustained g the of 4 nno. 4 the level as | (yes/no)
interruption | interruptio | benchm | exceed | having outage per
smore than | ns less than ark ing the | outage duration schedul
the the (6/4*100 | outage | duratio | benchmar | e-lll for
benchmark | benchmark ) durati n less k Colum
as per as per on as than (9/4*100) | no.7&
schedule-1 schedule-1 per the 10 shall
(4-5) schedu | bench be
le-1 mark minimu
as per m 90%
schedu and
le-1 (4- above
8)
In In
respe | respe
ct of ct of
susta | susta
ined ined
inter | inter
rupti | rupti
on on
(yes/ | durat
no) ion
(yes/
no)
1 2 3 4 5 6 7 8 9 10 11 12 13
1
2
3
Total
ii. For Urban feeders
S. Ref SOP Total No. of No. of % of No. of No. of % of Minim | Whether overall
No. | no.of | Paramet | No.of | feeder | feeders | feede 11 kV | feeders feeders um standards
Sch.-1 er Urban | sout out of rsnot | feeders out of not perfor | achieved (yes/no)
feeders of Column | excee | outof4 | Colum | exceedin | mance
Colu | 4having | ding | exceedi 4 g the level as I i
mn 4 | sustaine the ng the having outage per 3 n
. : respect | respec
havin d bench | outage | outage | duration | schedul of tof
g interrup | mark | duratio | duratio | benchm e-111 . .
. . sustain | sustai
sustai | tionsless | (6/4* nas n less ark for ed ned
ned than the | 100) per than the | (9/4*100 | Colum | . .
. interru | interr
interr | benchm schedul | benchm ) no. 7 & ption uption
uptio ark as e-1 ark as 10 (yesio | durati
ns per per shall
) on
more | schedule schedul be (yes/n
than | -1(4-5) e-1 (4-8) minim Y
0)
the um
bench 90%
mark and
as per above
sched
ule-1
1 2 3 4 5 6 7 8 9 10 11 12 13
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1
2
3
Total
iii. For Rural feeders
S. Ref SOP Total No. of No. of | % of No. of No. of % of | Minim | Whether overall
No. | no.of | Parame | No.of | feeders | feeders | feede | 11kV feeders | feede um standards
Sch.-1 ter Rural out of out of rs feeders out of rsnot | perfor achieved
feeders | Column | Colum not | outof4 | Colum | excee | mance (yes/no)
4 n4 excee | exceedi 4 ding | level as
having | having | ding ng the having the per
sustaine | sustain | the outage outage | outag | schedul In In
d ed benc | duratio | duratio e e-111 respect | respe
interru | interru | hma | nasper | nless | durat | for of ctof
ptions | ptions rk | schedul | thanthe | ion | Colum | sustaine | sustai
more less | (6/4* e-l benchm | bench | no.7& | d “hed
than than | 100) arkas | mark 10 Interru | interr
the the per (9/4* | shall ption | uptio
benchm | bench schedul | 100) be (yes/no) n
arkas | mark e-1 (4-8) minim durat
per as per um ion
schedul | schedul 90% (yes/n
e-l e-1 (4- and 0)
5) above
1 2 4 5 6 7 8 9 10 11 12 13
1
2
3
Total
SOP-2C
C. SAIFI and SAIDI
Name of Calculate Calculated Whether Whether
the d SAIFI SAIFI
. SAIDI as SAIDI
Circle/fra No. 11 kV Total no. of as per benchma
S. No. . per formula benchmark
nchisee feeder consumers formula . . rk -
A givenin - achieved
area given in schedule-1 achieved (yes/no)
schedule-1 (yes/no)
1 2 3 4 5 6 7 8
1
2
3
Total
Discom/fr
anchisee
area
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Distribution SOP Reporting Formats
Details of Compensation Paid

SOP-3
Name of Licensee/franchisee:
For the 15t /2d /3rd /4t quarter ending:
Name Number of Compensation lodged Compensation paid Automatl.c
of . compensation
S. circlesf | consumersin the
No. - circle/franchisee No. of No. of Amount No. of Amount
ranchis Amount (Rs.)
area consumers consumers (Rs.) consumers (Rs.)
ee area
1
2 3 4 5 6 7 8 9
1
2
3
4
5
6
7
8
Total
Distribution SOP Reporting Formats
Details of system development fund as per Schedule-11
SOP-4
Name of Licensee/franchisee:
For the 15t /2nd /3rd / 4th quarter ending:
S. No. Amount of Amount of fund Total fund Fund utilized as Balance lying
fund available | deposited in the current | available (Rs.) per regulatory unutilized (Rs.)
up to the quarter (Rs.) approval (Rs.)
previous
period
(Rs.)
2 3 4 5 6
Total

(Signatures with Designation)
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Name of Complaint Centre/help desk:

Name of circle/division/sub-division:

Annexure —I

Month
S. Time | Mod | Name, | Alc K. Natu | Com | Refere | Time | Total | Redr | whethe Re
No. and eof | addres | no. No. | reof | plain nce and time | essal r mar
date | recei S, comp t guara | date of | take of automa | ks
of ving | mobile laint | regist | nteed | redres | nfor | griev tic
receiv | com no. of ratio | standa | salof | com | ance | compe
ing plain | compl n rds compl | plain | withi | nsation
compl t ainant num aint t nstd | ispaid
aint ber redr | time. | where
essal | (yes/n | require
(in 0) d to be
days/ given
hrs) as per
regulat
ion 8.1
1 2 3 4 5 6 7 8 9 10 11 12 13 14
1
2
3
Annexure-I1

Compensation claim format for the consumers

Name of the consumer

Account number

K. No.

Mobile number

Nature of grievance

Time and date of registration with the
licensee/franchisee

The complaint registration number conveyed by

the licensee/franchisee

Time and date of complaint redressal

Delay as per prescribed benchmark as per

schedule-I
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10  Compensation formula as per schedule-1I (Rs.)

11 Amount of compensation claimed

Signature of claimant
Name
Address

Contact no. and e-mail

Note: - The licensee/franchisee shall assign registration to each such compensation application.
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