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e/;izns'k fo|qr fu;ked vk;ksx] Hkksiky 

miHkksDrkvksa dh f'kdk;rksa ds fujkdj.k gsrq izfØ;k fu;ekoyh  

(Manual of Procedures For Handling Consumers' Complaints) 

1- laf{kIr 'kh"kZd rFkk izkajHk (Short Title and Commencement)% 

,d- ;g fu;ekoyh ^^miHkksDrkvksa dh f'kdk;rksa ds fujkdj.k gsrq izfØ;k 

fu;ekoyh] 2024**dgyk,xhA  

nks- ;g fu;ekoyh leLr forj.k vuqKfIr/kkfj;ksa] rFkk jkT; fLFkr leLr 

miHkksDrkvksa dks ykxw gksxhA  

rhu- bl fu;ekoyh ds fgUnh rFkk vaxzsth laLdj.kksa dks forj.k 

vuqKfIr/kkfj;ksa ds izR;sd fo|qr forj.k dsUnz (Distribution Centre)@ 

ifj{ks=h; dk;kZy; (Zonal Office)ij miyC/k djk;k tk,xkA ;g 

fu;ekoyh voyksdu rFkk MkmuyksM gsrq forj.k vuqKfIr/kkfj;ksa dh 

osclkbV ij Hkh miyC/k djkbZ tk,xhA  

pkj- miHkksDrkvksa dh tkudkjh ds fy;s fuEu izys[k fgUnh rFkk vaxzsth esa 

leLr okf.kfT;d rFkk ^¶;wt&vkWQ dky* lsok dsUnzksa ij miyC/k jgsaxs%  

d½ f'kdk;r fujkdj.k fu;ekoyh (Complaint Handling Manual) 

[k½ vuqeksfnr izpfyr fo|qr&nj vuqlwfp;ka (Approved Current 

Tariff Schedules) 

x½ iz;ksT; bZa/ku rFkk fo|qr Ø; lek;kstu vf/kHkkj (FPPAS) ds 

fooj.k  

?k½ fofu;eksa ds vUrxZr fofHkUu miHkksDrk lsokvksa gsrq fufnZ"V iz:i 

(Specified forms) 

³½ f'kdk;rksa ds fujkdj.k rFkk lEidZ gsrq lacaf/kr vf/kdkfj;ksa ds 

uke rFkk nwjHkk"k@eksckby Øekad  

p½ f'kdk;r iath] HkkSfrd ;k bysDVªkfud iz:i esa  

2- f'kdk;rksa ds izdkj (Nature of Complaints) % 

,d-  f'kdk;r dsUnzksa (Complaint Centres)@xzkgd ns[k&Hkky dsUnzksa 

(Customer Care Centres)@fo|qr forj.k dsUnzksa (Distribution 

Centres) ij f'kdk;rksa ds izdkj dk oxhZdj.k fuEukuqlkj fd;k x;k gS 

%  
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d½ uohu la;kstu (New Connection)@fo|qr Hkkj esa vfHko`f) 

(Load enhancement)@fo|qr Hkkj esa deh (Load 

reduction)@uke esa ifjorZu (Name change)@vLFkkbZ@LFkkbZ 

la;kstu foPNsn (Temporary/ Permanent disconnection) 

[k½ lkekU; ¶;wt&vkWQ dkWy (Normal Fuse-off Call) 

x½ forj.k VªkalQkeZj dk foQy gksuk (Transformer failure) 

?k½ rUrqiFk ykbu esa O;o/kku ds dkj.k fo|qr vkiwfrZ esa vojks/k 

(Outage due to Line Breakdown)  

³½ eki;U=ksa ¼ehVj½ laca/kh f'kdk;rsa] tSls fd eki;U= dh 

ifj'kq)rk (correctness of meter)] eki;U= okpu (meter 

reading) vkfn ds ckjs esa 

p½ lsok esa ifjorZu (Service Conversion) 

N½ ns;d laca/kh f'kdk;rsa (Bill related complaints) 

t½ vLFkkbZ la;kstu dks tkjh djuk (Release of Temporary 

Connection) 

>½ vns; izek.k&i= tkjh djuk (Issue of No dues Certificate) 

¥½ fo|qr vkiwfrZ dk iqulZa;kstu (Reconnection of Supply) 

V½ fo|qr dh dVkSrh (Load Shedding)@vuqlwfpr fo|qr&vojks/k 

(Scheduled Outages) 

nks- miHkksDrk }kjk fuEufyf[kr fdlh Hkh i)fr ds }kjk nkf[ky dh xbZ 

f'kdk;r ds izdj.k esa forj.k vuqKfIr/kkjh miHkksDrk dks izR;qÙkj izsf"kr 

djus gsrq mÙkjnk;h gksxkA izR;qÙkj dk izs"k.k bysDVªkWfud i)fr }kjk Hkh 

mfpr lanHkZ la[;k n'kkZrs gq, fd;k tk ldrk gSA miHkksDrkvksa dks 

f'kdk;r ds fujkdj.k esa oLrqfLFkfr ls voxr djkus rFkk lUrqf"V ds 

Lrj ds vfHkys[ku gsrq vuqKfIr/kkjh }kjk mUgsa vuqfØ;k&lEidZ 

(feedback link) Hkh iznku fd;k tkuk pkfg,A  

3- f'kdk;rsa ntZ djus dh i)fr (Modes for Lodging of Complaints) 

forj.k vuqKfIr/kkjh Lrj ij f'kdk;rsa fuEu i)fr;ksa ds vuqlkj ntZ dh tk 

ldsaxh%  

,d- 24x7 xzkgd ns[kHkky fu%'kqYd lsok nwjHkk"k Øekad ds ek/;e ls 

(Through 24x7 Customer Care toll free number) 
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d½ xzkgd ns[kHkky dsUnz ij f'kdk;rksa (Complaints/ grievances) 

dks loZizFke ikjLifjd Loj vuqfØ;k iz.kkyh (Interactive 

Voice Response System-IVRS) ds ek/;e ls laO;ogkfjr fd;k 

tk,xkA ;fn miHkksDrk vius iathd`r lEidZ Øekad ls fuosnu 

djrk gS rks miHkksDrk ls vkxs lsok la;kstu Øekad (Service 

Connection Number)] irk vkfn ds fooj.kksa ds ckjs esa 

iwNrkN ugha dh tk,xh ,ao miHkksDRkk dh f'kdk;r iathdr̀ 

dj yh tk,xh rFkk miHkksDrk dks ,d fof'k"V f'kdk;r la[;k 

(Unique Complaint Number-UCN) vf/kekUkr% 'IVRS' }kjk Lo;a 

vkSj@;k fQj vU; fMftVy ek/;e tSls fd 'SMS' vkfn}kjk 

Hkfo";xkeh lanHkZ gsrq okil lEizsf"kr dj nh tk,xhA cgqfo/k 

la;kstuksa (multiple connections) ls ;qDr ,dy eksckby 

Øekad ds iathdj.k ds izdj.k esa] lsok la;kstu (Service 

Connection) la[;k dh ekax Hkh dh tk ldrh gSA bl 

fu;ekoyh ds izdk'ku ds nks ekg ds Hkhrj forj.k vuqKfIr/kkjh 

cgqfo/k lsok la;kstuksa (multiple service connections) ds 

fo:) lEidZ Øekadksa (contact numbers) dks fpUgkafdr djsaxs 

rFkk ;FkklaHko iathd`r lEidZ Øekad ds ifjorZu gsrq bl 

fo"k; esa fdlh Hkze dks nwj djus gsrq lans'kksa dks lEizsf"kr djsaxsA  

[k½ f'kdk;rksa dk iathdj.k xzkgd laca/k izcU/kd (Customer 

Relation Manager-CRM) ds lkFk Hkh fd;k tk ldrk gS 

ftlds ikl laf{kIr lans'k lsok (SMS)] bZ&esy psrkofu;ksa 

(email alerts) ds izs"k.k] vkosnu dh izkfIr] vkosnu dh v|ru 

fLFkfr] tSlh ?kVukvksa ds ckjs esa miHkksDrkvksa rFkk lacaf/kr 

vf/kdkfj;ksa dks vf/klwpukvksa dh vkWuykbu v|ru fLFkfr dh 

[kkstchu vkfn dh lqfo/kk,a miyC/k jgsaxhA ;fn lsok,a fu/kkZfjr 

le; lhek ds Hkhrj miyC/k ugha djkbZ tkrh gksa rks buds 

mPprj Lrj dh vksj Lopkfyr&o/kZu (auto-escalation) dk 

izko/kku miyC/k jgsxkA  

x½ forj.k vuqKfIr/kkjh }kjk 'IVRS' ds ek/;e ls miHkksDrkvksa dks 

muds pkyw ns;d dh jkf'k rFkk Hkqxrku dh fu/kkZfjr frfFk] 

fiNyh Hkqxrku dh jkf'k rFkk mldh Hkqxrku frfFk laca/kh 

tkudkjh miyC/k djkbZ tk,xhA miHkksDrk dfFkr tkudkjh 

lh/ks dsUnz vfHkdrkZ ¼,tsUV½ ls Hkh izkIr dj ldrk gSA  

nks- xzkgd ns[kHkky dsUnzksa] rRlaca/kh forj.k dsUnz ij f'kdk;rksa ds laO;ogkj 

gsrq gLrpkfyr O;oLFkk (Manual Complaint Handling at 

Customer Care Centres, respective Distribution Centre) %  
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d½ gLrpkfyr izfØ;k (manual process) ds vUrxZr miHkksDrk 

}kjk f'kdk;rsa fyf[kr esa rRlaca/kh f'kdk;r dsUnzksa@forj.k dsUnz 

ij ntZ dh tk ldrh gSaA izkIr dh xbZ izR;sd f'kdk;r dks 

vfHkLohd`fr iznku dh tk,xh rFkk bls lanHkZ Øekad 

(reference number) vkoafVr fd;k tk,xkA jktif=r 

vodk'kksa dks NksM+dj lIrkg ds leLr fnolksa ij xzkgd 

ns[kHkky dsUnz (Customer Centre) dk dk;Zdkjh le; 

fuEukuqlkj gksxk%  

 lkseokj ls 'kqØokj & izkr% 10 cts ls lka; 7%30 cts rd  

 'kfuokj  & izkr% 10 cts ls lka; 5%30 cts rd 

 jfookj  & izkr% 10 cts ls vijkà 1%00 cts rd 

[k½ tgka dgha Hkh nwjHkk"k lqfo/kk miyC/k gks ogka miHkksDrk }kjk 

rRlaca/kh xzkgd ns[kHkky dsUnzksa (Customer Care Centres) ij 

fyf[kr esa ;k nwjHkk"k ds ek/;e ls f'kdk;rsa ntZ dh tk ldrh 

gSaA  

x½ xzkgd ns[kHkky dsUnzksa dh lwph vuqyXud&1 ij fo|qr forj.k 

dEiuh }kjk iznku dh tkosxhA 

rhu- forj.k vuqKfIr/kkjh osclkbV ij (At Distribution Licensee 

Website): 

d½  forj.k vuqKfIr/kkjh viuh osclkbV ds eq[; i`"B (home 

page)ij ,d i`Fkd ^^xzkgd ifj{ks= (Customer Zone)@xzkgd 

lgk;rk (Customer Support) rkfydk (tab) dk l`tu iz;ksT; 

le;&le; ij ;Fkkla'kksf/kr eizfofuvk ¼forj.k vuqikyu 

ekun.M½ fofu;e esa fofufnZ"V vuqlkj lsokvksa (services) rFkk 

f'kdk;rksa (complaints) ds iath;u gsrq djsxkA  

[k½ miHkksDrk dsoy ,d ckj esa gh viuk fooj.k forj.k 

vuqKfIr/kkjh dh osclkbV ij iznku djus ij viuk iath;u 

djk ldrk gSA forj.k vuqKfIr/kkjh dh osclkbV ij izpkys[ku 

;k ykWx&bu (logging in) fd;s tkus ij miHkksDrk ;Fkkla'kksf/kr 

e/;izns'k fo|qr iznk; lafgrk] 2021 ds micU/kksa ds vuqlkj iwoZ 

,d o"kZ ds ns;dksa ls lacaf/kr fooj.k dk voyksdu dj ldrk 

gSA  
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x½ miHkksDrk forj.k vuqKfIr/kkjh dh osclkbV ij lsok iznk; gsrq 

vuqjks/k dj ldrk gS rFkk viuh f'kdk;r Hkh ntZ djk ldrk 

gSA  

pkj- f'kdk;r ntZ djkus dh vU; i)fr;ka (Other modes of Filing 

Complaint) : 

d½ eksckby vuqiz;ksx (Mobile Application)% miHkksDrk eksckby 

vuqiz;ksx (Mobile Application)dk mi;ksx djrs gq, viuh 

f'kdk;rsa ntZ djk ldrs gSaA rRlaca/kh forj.k vuqKfIr/kkjh ds 

eksckby ,Ii (Mobile APP) dks "Android Play/iOS APP Store" 

ls MkmuyksM fd;k tk ldrk gSA ljy fof/k }kjk f'kdk;r 

ntZ djus] vkfn gsrq eksckby ,Ii (Mobile APP) dh vU; 

fof'k"Vrkvksa (features) esa ns;d fooj.kksa (bill details)] Hkqxrku 

fodYiksa (payment options) rFkk mi;qDr rkfydkvksa (tab) dks 

Hkh lfEefyr fd;k tk,xkA  

[k½ bZesy ID (E-Mail ID)% miHkksDrk viuh f'kdk;rksa dk iath;u 

b&esy (e-mail) ds ek/;e ls forj.k vuqKfIr/kkjh }kjk iznÙk 

mlds 'e-mail IDs'ij Hkh djk ldrs gSaA  

4- lsokvksa esa vko';d lq/kkj ,oa iquLFkkZiu gsrq fy, fu/kkZfjr le;&lhek 

(Time Limit For Rectification and Resumption of Services)%  

,d- miHkksDrkvksa dh fofHkUu Jsf.k;ksa gsrq fofHkUu lsok,a iznku djus dh 

fu/kkZfjr le; lhek,a] f'kdk;rksa dh izd`fr@lsok ds izdkj ds 

lkFk&lkFk fdlh pwd (default) ds izdj.k esa {kfriwfrZ gsrq ik=rk 

(entitlement) le;&le; ij ;Fkkla'kksf/kr e/;izns'k fo|qr iznk; 

lafgrk rFkk eizfofuvk ¼forj.k vuqikyu ekun.M½ fofu;e ds vuqlkj 

gksaxhA  

nks- le;&le; ij ;Fkkla'kksf/kr e/;izns'k fo|qr iznk; lafgrk rFkk 

eizfofuvk ¼forj.k vuqikyu ekun.M½ fofu;e ds micU/kksa ds v/;/khu 

jgrs gq, dksbZ Hkh O;fDr tks e/;izns'k fo|qr iznk; lafgrk rFkk 

e/;izns'k fo|qr fu;ked vk;ksx ¼forj.k vuqikyu ekun.M½ fofu;e 

esa fufnZ"V fu"iknu ds ekudksa dh iwfrZ esa dfri; foQyrk ls izHkkfor 

gqvk gks] dks {kfriwfrZ izkIr djus dh ik=rk gksxh rFkk bl gsrq tgka 

nkok nkf[ky fd;k tkuk visf{kr gks ogka miHkksDrk forj.k 

vuqKfIr/kkjh dks viuk nkok izLrqr dj ldsxkA  
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5- vuqKfIr/kkjh@fo|qr forj.k dEiuh Lrj ij f'kdk;rsa ntZ djus gsrq fofHkUu 

ek/;eksa dh la{ksfidk fuEukuqlkj gS % 

miHkksDrk viuh f'kdk;rksa ds iathdj.k gsrq fuEu laLi'kZ dsUnzksa (touch 

points)ij lEidZ dj ldsxk 

i)fr (Modes) fo|qr forj.k dEiuh dk uke 

(Name of Discom) 

24x7 fu%'kqYd lsok nwjHkk"k Øekad  

(24x7 Toll free No) 

¼fo|qr forj.k dEiuh }kjk miyC/k 

djk;k tk,½ 

xzkgd ns[kHkky dsUnz (Customer Care 

Centres) 

vuqyXud & 1  

¼fo|qr forj.k dEiuh }kjk miyC/k 

djk;k tk,½ 

fo|qr forj.k dEiuh dh osclkbV dk 

fooj.k (Discom's website) 

¼fo|qr forj.k dEiuh }kjk miyC/k 

djk;k tk,½ 

eksckby vuqiz;ksx (Mobile 

Applications) 

¼fo|qr forj.k dEiuh }kjk miyC/k 

djk;k tk,½ 

f'kdk;r ntZ djkus gsrq vkf/kdkfjd 

bZ&esy ID (Official E-mail ID for 

filing complaint) 

¼fo|qr forj.k dEiuh }kjk miyC/k 

djk;k tk,½ 

 

6- forj.k vuqKfIr/kkjh }kjk viuh izfrfØ;k izLrqr u fd;s tkus ;k vi;kZIr 

izfrfØ;k izLrqr fd;s tkus ds izdj.k esa viukbZ tkus okyh izfØ;k 

(Procedure in case of non-response or inadequate response from 

Distribution Licensee)%  

,d- miHkksDrk }kjk lsok iznk; ;k f'kdk;r ds fujkdj.k gsrq 

fufnZ"V@fu/kkZfjr le;&lhek ds Hkhrj forj.k vuqKfIr/kkjh }kjk 

viuh izfrfØ;k izLrqr u fd;s tkus ;k fQj vi;kZIr izfrfØ;k izLrqr 

fd;s tkus ij miHkksDrk ;Fkkla'kksf/kr e/;izns'k fo|qr fu;ked vk;ksx 

¼miHkksDrkvksa dh f'kdk;rksa ds fujkdj.k gsrq Qksje rFkk fo|qr 

yksdiky dh LFkkiuk½ fofu;e] 2021 ds vuqlkj lac) fo|qr miHkksDrk 

f'kdk;r fujkdj.k Qksje (Electricity Consumer Grievance 

Redressal Forum-ECGRF) esa viuh f'kdk;r ntZ dj ldsxkA  

nks- ¼d½  rRlaca/kh fo|qr miHkksDrk f'kdk;r fujkdj.k Qksjeksa (ECGRFs)

 ds irs fuEukuqlkj gSa %  

 fo|qr forj.k dEiuh (DISCOM)dk uke 

irk (Address) ¼fo|qr forj.k dEiuh }kjk izLrqr fd;k 

tk,½ 
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nwjHkk"k Øekad (Phone 

No) 

¼fo|qr forj.k dEiuh }kjk izLrqr fd;k 

tk,½ 

bZesy&ID (Email - ID) ¼fo|qr forj.k dEiuh }kjk izLrqr fd;k 

tk,½ 

¼[k½  ftyk@oÙ̀k Lrjh; Qksje (District/Circle Level Forums)  

 fo|qr forj.k dEiuh (DISCOM)dk uke 

irk (Address) ¼fo|qr forj.k dEiuh }kjk izLrqr fd;k 

tk,½ 

nwjHkk"k Øekad (Phone 

No) 

¼fo|qr forj.k dEiuh }kjk izLrqr fd;k 

tk,½ 

bZesy&ID (Email - ID) ¼fo|qr forj.k dEiuh }kjk izLrqr fd;k 

tk,½ 

rhu- ;fn miHkksDrk] fo|qr miHkksDrk f'kdk;r fujkdj.k Qksje (ECGRF) 

}kjk tkjh vkns'k ls lUrq"V ugks rks mlds }kjk viuk vH;kosnu 

(representation) dfFkr Qksje ds vkns’k ds fo:) e/;izns'k fo|qr 

fu;ked vk;ksx ¼miHkksDrkvksa dh f'kdk;rksa ds fujkdj.k gsrq Qksje 

rFkk fo|qr yksdiky dh LFkkiuk½ fofu;e] 2021 ds vuqlkj ^^fo|qr 

yksdiky** ds le{k fuEu irs ij nkf[ky fd;k tk ldsxk %  

^^fo|qr yksdiky] e/;izns'k fo|qr fu;ked vk;ksx] iape ry] ^^esVªks 

Iyktk**] fcV~Vu ekdsZV] vjsjk dkyksuh] Hkksiky&462016** 

7- pwfd ;g fu;ekoyh e/;izns'k fo|qr fu;ked vk;ksx ¼miHkksDrkvksa dh 

f'kdk;rksa ds fujkdj.k gsrq Qksje rFkk fo|qr yksdiky dh LFkkiuk½ fofu;e] 

2021 ds micU/kksa ds vuqlkj tkjh dh xbZ gS] vr,o forj.k vuqKfIr/kkjh Lrj 

ij bl fu;ekoyh ds micU/kksa dk vikyu forj.k vuqKfIr/kkjh fo|qr 

vf/kfu;e] 2003 ¼Øekad 36] o"kZ 2003½ dh /kkjk 142 ds v/khu n.Muh; 

gksxkA  

 

vk;ksx ds vkns'kkuqlkj 

MkW- mekdkUr ik.Mk] lfpo 

 


