Before

UTTARAKHAND ELECTRICITY REGULATORY COMMISSION

In the matter of:

Non-compliance of Standards of Performance Regulations and Licence Conditions

by Uttarakhand Power Corporation Limited (UPCL).

Coram

Shri C.S. Sharma Member

Shri K.P. Singh Member

Date of Order: January 10, 2013

1. A complaint dated 16t July, 2012 was received from Smt. Geeta Bisht, Zila
Mahamantri, Congress Committee, Dehradun regarding closure of Call Centre
for last six months and difficulties faced by the rural consumers of Mohanpur

(Premnagar) Sub-division, Dehradun due to this closure.

2. In this matter, the Commission vide its letter No. 3fafsem /7 /va.
/295 /2012—13 /704 dated 07.08.2012 directed UPCL to make necessary
arrangement for providing essential consumer services and submit its action

taken report before the Commission by 31.08.2012.

3. UPCL did not submit its reply on the above letter by stipulated date, the
Commission further issued reminders vide reference No. Sfafsem /7 /<.0q.
/295 /2012—13 /811 dated 03.09.2012 and Sfaf=_1 /7 /.Ul /295 /2012—13 /888
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dated 17.09.2012 giving opportunity to UPCL for submission of its reply by
17.09.2012 and 01.10.2012 respectively, however, UPCL did not respond upto the
stipulated dates.

Due to non-receipt of reply from UPCL on the above stated reminders by the
stipulated date, the Commission through its final reminder vide reference No.
3fafeem /7 /1Wd. /295 / 2012—13 /970 dated 05.10.2012 directed UPCL to submit
its action taken report alongwith explanation giving specific reasons for the delay

in making reply/compliance of the Commission’s directions by 17.10.2012.

In response to the above letter & reminders, UPCL, submitted its reply vide
reference No. 2120/ 3UTdIfel /3ROYHD / TH—273 dated 19.10.2012 i.e. after a period

of 22 months, stating that:

"3 TEE H GIAT & [ HETYY IYEUS H Py H HieT WY YT TE o)
PIT F GIcll &G Y qTeT VT 4 BIHB B el g Vo~ P AT H B
o7 Y& off | §9 VoIl @71 SgE HIE 10,/2011 HI FHCT & TIT T/ §H THE H
Tg 4 GeolgH1T & & SYRIFT WaeT Q8T ol 9 &7 & YV [dgd SUERIl U¥
VIIF gret] d SUHIFTEI B RIerdl & RN & o o 89 JU & BiHDI Bl
T B & ot

Regarding registration of complaints, Regulation 10(1) of UERC (Standards of

Performance) Regulations, 2007 provides that:

“The Licensee shall register every complaint of a consumer regarding failure of
power supply, quality of power supply, meters, bills etc., at the Centralized Call
Centre or Complaint Centers, Commercial Manager and intimate the complaint

number to the consumer.”

After registration of complaints, under Guaranteed Standards of Performance of
UERC (Standards of Performance) Regulations, 2007, power supply failure has to
be restored within the stipulated time limits and this would be possible only if
dedicated resources like breakdown maintenance/supply restoration gang,
vehicles fully equipped with T&P for such activities on 24x7 basis alongwith a

round the clock operational call centre for logging such complaints and passing
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10.

on the instructions to the dedicated team for attending such complaints are
available. After resolving the complaint, completion time of the works is logged
off. However, if the complaint is not attended within stipulated time, the
complaint is escalated to higher level of officers of the licensee based on

complaint handling procedures of licensee.

Besides above, clause 23.4 of the Distribution and Retail Supply Licence (No. 02
of 2003 dated 20.06.2003) issued to UPCL provides that:

“Complaint Handling Procedure:

a)  The Licensee shall within three months after this licence has become effective
establish with approval of the Commission a procedure for handling complaints
from Consumers about the manner in which the Licensee conducts its

Distribution and Retail Supply Business. ...

c)  Any procedure established pursuant to this Paragraph 23.4 (a) including any
revisions to it, shall specify the periods within which it is intended that different

descriptions of complaint should be processed and resolved.”

The above narrative brings forth that, prima facie, UPCL is non-compliant of the
above said requirements of Regulations and Licence Conditions and it is also
noted that UPCL failed to timely respond to various communications of the
Commission and the reply of UPCL was casual and does not address the issues

raised by the Commission.

Keeping in view of above, the Commission initiated suo-moto proceedings in the
matter to review the complaint redressal mechanism, if any, put in place by
UPCL and issued a show cause Notice to MD, UPCL as to why appropriate
action be not taken against him in accordance with the provision of section 142 of
the Electricity Act, 2003 for non-compliance of the Commission’s Regulations,
Directions and Licence Conditions. The reply to this show cause Notice was
required to be submitted before the Commission latest by 17.12.2012. UPCL was

also required to elaborate the prevailing consumer complaint redressal
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11.

12.

13.

14.

15.

mechanism and MD, UPCL was required to appear before the Commission on

20.12.2012 at 12:00 noon.

In connection to the above Notice dated 30.11.2012, UPCL requested vide letter
No. 1222 dated 14.12.2012 for extension of time for filing of its reply upto
26.12.2012 and requested for adjournment of the scheduled hearing of 20.12.2012

and to fix it to any other convenient date after 25.12.2012.

The Commission accepted the UPCL’s request and allowed time extension for

tiling of reply upto 26.12.2012 and re-fixed the hearing on 31.12.2012.

UPCL submitted its reply to the show cause Notice on 26.12.2012 stating that :

... There were some delay in submission of reply due to collection of the factual position

from field offices. ...

As regards, establishment of Complaint Handling Procedure, it is submitted that the
respondent company has developed a centralized Customer Care Centre, which has been
put into operations from 01.08.2012. The centralized Customer Care Centre is broadly
based on the guidelines issued by the Ministry of Power, Government of India through
SRS document. ...

UPCL has also enclosed the relevant extract of SRS document template of
Ministry of Power, Gol and elaborated the facilities available to the consumers

at the Centralized Customer Care Centre.

UPCL in its reply has submitted that in ‘No Power Supply’ conditions, the
complaint handling process takes 9 Steps to resolve the complaint and all these 9

Steps have been stated in the reply.

On perusal of Annexure-D of the reply (rectified sample report for the month of
November” 2012), it has been observed that out of 74 complaints, only 03
complaints have been redressed within the prescribed period as specified in SoP
Regulations. This shows that the compliance rate of SoP Regulations is only 4%
and in 96% of the complaints/cases, licensee is also violating the Overall
Performance Standards laid down under the SoP Regulations, which is totally

unacceptable. Besides this, the ‘service level” in the report for voltage problems
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16.

17.

18.

19.

20.

has been shown as 168 hrs., which is not in accordance with Regulations 7.2.1of

UERC (Standards of Performance) Regulations, 2007.

In the same report, it has also been observed that, there is a large gap between the
time specified for rectification of faults in Regulations (service level) and time
taken in rectification of these faults/breakdowns. This documentary evidence
submitted by the licensee clearly exhibits and establishes gross violation of SoP

Regulations in the entire State.

On scheduled date of hearing a letter was received at about 11:00 hrs seeking
adjournment of the hearing on a date after 07.01.2013 and the plea given for the

“

postponement is stated as “... it is to apprise the Hon'ble Commission that the
undersigned is busy in pre-fixed works on 31-12-2012 and therefore cannot appear before

the Hon’ble Commission on such date” .

The Commission is of the view that this casual behavior of the licensee is a
deliberate non-compliance of the directions issued from time to time. It is
inconceivable that the “pre-fixed” works come to its notice only one hour before
scheduled time of hearing. The Commission hereby declines the licensee’s
request of adjournment of hearing and has decided to continue the proceedings

ex-parte.

On perusal of reply submitted by the licensee, the Commission has come to the
conclusion that there has been violation of the Standards of Performance

Regulations and directions of the Commission.
Hence, the Commission, hereby orders that:

(i) MD, UPCL is required to explain as to why this gross violation of SoP

Regulations is being done.

(ii) MD, UPCL is required to identify the officers/staff responsible for these
violations and action taken against the persons responsible for the

violations.
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(iii) MD, UPCL is required to submit a report on steps taken, at Head Quarter
level, to stop these violations and submit a road map to achieve the

‘service levels” specified in SoP Regulations.

(iv) MD, UPCL is required to submit details of compensation paid by UPCL

to different consumers against these violations.

21.  The compliance report of above directions is required to be submitted before

the Commission latest by 15.02.2013.

(K.P. Singh) (C.S. Sharma)
Member Member
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