ELECTRICITY CGRF
{Under The Electricity Aei, 20057
ANDAMAN & NICOBAR ISLANDS
PORT BLAIR

Wy

Before :
Shri. B, Ravichandar, Chairmaan.

Shri. Naravan Chandra Baroi, Member (Licenseel.
smt. Biji Thomas, Independent Member (JERC Nominated]

In the matter of :

Shri. Paresh Lal Hawlader, PCT, PMB, Mayabunder bearing Consumer No. Wi /47
[Cromestic).

,,,,, Complainant
Versus
The Electricity Department, A f& N Administration, Port Blair.
“-u.-R'BH]lﬂﬂﬂEnt
Complaint No. + ANI/CGRF/310/23-24,/42 dated 27/ 1,
Complaint  Excess Billing bearing Consumer No
Date of Order : 2b f02/2024

OHRDER

Background

The complainant Shri, Paresh Lal Hawlader, PCT, PMB, MayAGtnder filed a
complaint vide R.D. No. 357 dated 27/12/2023 regarding excess billing

bearing Consumer No. W1 /47 [Domeslic).

The complaint was forwarded on 01/01 /2024 to the Assistant Engineer
(Workshop), Nodal Officer (CGRF), Executive Engineer(Rural], Assistant
Engineer (Mayabunder], Electricity Department who  represents  the
Respondent,/ Licensec{ED) for submitting reply/comments. A copy ol this letter
was also endorsed to the complamant for information,

|
The Respondent on  behall of Licensee (ED) ine.  Assistani

Enpineer(Workshop), Nodal Officer [CGRF), Electricity Department [iled a letier
No. EL/AE(W/shop)/2-16,/2023-24 /314 dated 16/01 /2024 wherein endorsed
AE|Mavabunder)'s letter No. EL/AE/MB/15/2023-24 /1012 dated 08701 /2024
apainst reply/comments on behalf of the Licensee/ Respondent (EDY), which is
sell-explanatory and the same is kepl in case [ile (Exbt.-1).
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Statement of the Complainant

The complainant Shri. Paresh Lal Hawlader stated in s complaint
letter dated 27 /122023 that “T am a single employee residing in Govl, Chearter,
PMB, Mayahunder since November 2021, Sir, [ have noted that suddentiy my
electricity bills from September 2023 onwards has hiked excessively, which
disappointed me o lot. While [ am consuming very less energy and usually patd
fess than Rs. 100/ - every month,

Sir, | have also awrote o letter ta Assistant Engineer, Electroity
Department, Mayabunder regarding the above matter but its in vain, no action

been taken sa for.

Therefore sir, my progyer s thal!

!, Kindiy redress my grievances and rectify the above bills  from
September 2023 onwards and [am ready to pay in fulure.

2. Being an eperafional stoff working under Port Contral Tmuer, PME,
Maygabunder t s not possible to attend Hearing in Port Blair, hence,
request kindly inspect in my side at Mayabunder for the above fucts
anid cirewmstances and do o needful at your end please ™

The complainant submitted photocopies of smart meter, Aadhaar Carrl
as |0 proof, representation submitted o AE{Mayabunder) dated 18/12/2023,
which is kept in the case file |[Exbt.-2).

Re, of the Responden e (ED|

The AE {W/shopl Nodal Oificer (CGRF), Electricity Department on
behall of the Respondent/Licensee(ED) forwarded AE[Mayabunder)'s, reply
vide lettar No. EL/AE/MB/15/2023-24/1012 dated 08/01 /2024 stated thai
“on fnspection alonguith the meter checiking the following reports in para-worse
as per complaint (s as follow, -

i, The bill from Sept, 2023 aneards are correct and = consisten? with

physical reading available. The lalest photo of meter reading of

merter No. W1/47 which indicating present reading is enclosed.

It 1% ire the puridew of the Hon'hle OGRF.

2, The mohile number of the complainant Le. D434266900 is already
regrstered in our billing sofhvare,

]

; Consumer profile ; Certified copy enclosed.
& Smaort meter detailed reportd reading [Consumer ledger wdiealing

unit consumed and bill raised etc) : Certified copy enclosed,
= Connected Load : 01 KVA shown in consumer profile. (Physically @

iz found 5 KVA)

Earthing and neutral details © Found satisfactory.

M. Meter reading ook details from Jan 2022 to Now, 2023 ; Certified
photocopy of meler reading boolk for Afe No, WT/47 is enclosed”

AY
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The Respondent/ Licensee(ED) has submitied photocopies of documents
as stated above letter dated 08,/01/2024, which is kept In the case file
(Exbt.-3).

Forum's Observation

The Forum decided to conduct a Heardng on 05/02/2024 al 11:00 AM in
the APWD Guest House, Mayabunder alongwith awareness camp and the same
was inlormed o the Hespondent/ Licensee (EIN) and the camplainant consumer
vide Foram's letter No, ANIJCGRE/3-1 /266 dated 20701 /2024 1o attend the
Hearing as per the above date and venue, which is kept in the case e

(Exbt.-4)

Oue 1o exigency leave taken by the Charman, CGREF to wisit maintand
(Kerala) on 317/01/2023, the Hearing alongwith awareness program (s
pchourned to a [urther perod. Later on 1270272024, the Forum once again
decided (o conduct the Hearmg on 20002/2024 at 11:00 AM in the APWD
Guest House, Mayvabunder alongwith awareness camp, and the same was
tidormed to the Respondent/ Licensee [ER] and the complainant consumer vide
lotter Mo, ANI/CGRFEF/3-1/271 dated 1270272024, which i5 kept in the casc
file (Exbt.-5).

In the meantime, the Forum has received a lelter rom the EE[Rural),
Electricity Department, on behall of the Respondent/Licensee (ED) vide letter
Mo EL/R/Tech /91 /3023-24/283  dated. 16/02/2024 read .as “"the
AEMayaburnder] irformed wide letter No. EL/AEMB/IS/2023-24/1203
dated 15/02/2024 that consumer has withdrawn the complaint and is
fully satisfied and as of now all his grievances has been sorted out™. The
Execulive Engineer(Rural], Electncily Departiment enclosed AE'S letter dated
1 502 /2024 alongwith the complainant’s withdrawal letter dated 15/02 /2024,
which 18 kept in the case file (Exbif.-6). Under this circumstance, the Forum
decided to cancel the Hearing and awareness camp is kept s abeyance vicle
Forum's letter No. ANIFCGRF/3-1/274 dated 19/02/2024, which is kept in
Lthe case [le (Exbit.- 7).

In thas instant case, the Forum observed the consumer ledger submitted
by the Respondent/Licensee [ED] whereimn complaimant s in default of
electricity bills from 06/2023 till date, which isa huge loss of the government
revenue  and the same was  viewed serously  wmeted that the
Respondent/ Licensee (ED) had not serve any notice to the complamant due to
noenpayment of electricity bills for meore than 8 months, which is a viclation
of JERC Regulation No. 23,2019 (Electricity SBupply Cedel, as well as
neghgence of the concerned field stall of that area.

In this instanl case, the Forum observed the neglipence part of the

Respondent/Licensee (ED) for not following various clauses of Electricity
Act 2003, JERC Regulation No. 23/2018 [Electricity Supply Code) and
JERC Regulation No. 06/2010 (Standard of Performance), read as lollows:

A ‘-/‘15
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Electricity Act 2003

Disconnection of ly in default yrment as per

56, (1) Where any person neglects (o palp any charge for electricity or any sum
other than o charge for electricity due from him o a licensee or the generating
comparty in respeet of supply, transmission or distribution or wheeling of
electiivily to hum, the licensee or the generating company mely, after gieing ol
Jess than fifleen elear days natice in writing, to such person and pie el
prejudive to his rights to recover such charge or ather sum by suit, eut off the
suepply of elecincity and for that purpese cut or disconnect any electric suppliy
fine or other warks being the property of such lcensee of the generaling
company through whick electricity  may hape been supplied, transmitied,
distributed or wheeled and moy discontinue the supply unil such charge
ather sum, together with any expenses incwrred by him i cutting off and

reconnécting the supply, are paid, but no longer:

Provided that the supply of electricity shall nat be cut off if such person

deposits, under protest, -

() anamount equeal to the swm claimed from fifem, oF

fla) the electricity charges due from him for each month calcwlated on
the basis of merage charge for electnoty paid by him during the
preceding six months, whichever 1s less, pending disposal of oy
dispute between him and the licensee.

(2 Notwithstanding angthing contained i any ather law for the tire being n
Jarce, o sum due from any consumer, unider this section shatl be recoverable
after the period of fwo yeors from the dale when such sum became first due
unless such sum has been shows conlinuously ag recoverable as amedr af
charges for electricity supplied and the ficenses shall not cut off the supply of the
electricifyy

JERC Requlation No. 23/2018 [Electrieity Supply Code]

Billing in case of defecti tuck/stopped/burnt meter

712 In case of defective) stucly stopped/burnt meter, the consume shall be
billedd on the basis of higher of monthly consumption of correspending month af
the prewous yeor and aueridge mpnthly consumption af immediately preceding
three months, These charges shall be levinble for a moximem period of three
manths only dunng which time the Licensee is expected to hove replaced the
defective meter,

713 In case the Moximum Demand Indicater af the meter al the cOnStEmer’s
instalintion is found to be foulty or rot recording af all funless tampered), the
Demand Charges shall be caloulated based an maximum demand during
correspanding months/ billing cycle of previous year, when the meter was
functional and recording corvectly. In cose, the recorded maximum demand of
corvesponding month/billing cyele of past year is also not aumlable, the

AN
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maximum demand shall be caleulited based on the load factor as per the
mechanism specified in Annesire XIX af the Supply Code, 2018.

Payment on Self Assessment by the Consumer

7.19 In case of non-receipt of bitl, the consumer moy deposit self-assessed Wl o
the format prescribed m Annexure XIT to this Supply Code, 2018 for the previend
for which bill has not been received, provided that it is net less than the average
congumption during  the billing cycle over the fast six months The
axcess/ deficient payment so made by the corstimer shall be adpsted m the
reeiet Bill,

7 20 In case of dispute regarding levy of surcharges, the Licensee shail seltla the
dispute within one billing cycle from the date of protesl by the consumer cffer
giving him an opportunity of being heard,

Billing in case of Disputed Bills
7.24 On receipt of the complaint i case af disputed bills in person, the Licensee

shall issue o written/ electronic acknowledgment on the spot or within three
days of receipt. if received by post and give a complaint number for reference.

7.25 If no additional information s required fram the constmer, the Licenses
chall resolie the consumer's complaint and infimate the restlt to the consumer
within 7 days of receipt of the complaint. In case, any additional information s
required, the same shall be obfained, the issue resolved and resull intimated o
the consumer within 7 doys of receipt of the additional information, However, 1f
the consumer does not provide information on time, the Licensee shall not be
held Hable for the consequent delay. Till the camplaint on the kil is resolved, the
consumer shall pay the amount based on average CORSUY mptian of correspanding
perind of the previous year whesn the meter was functional. Amount so recovered
shall be subject to final adiustment o rasolution of the complaint,

7.26 [f the compiaint {5 found to be correct by the Licensee, a rewised bill shall be
issued within 5 working days of intimation of the same fo the consumer. The
conswmer shall make the payment within 15 days afler receipt af the revised
Wil The consumer sholl not be charged any late payment surcharge, (f the
payment is made by the revised due date.

7.27 If the complaint was fouend to be ineorrect the consumer shall be notified
anel directed to muke the paymen! as per the original bil immediately wrid the
consumer shall be liable to pay late poyment surcharge if the payment is made
after the due date of the original bill

= 28 Consumers, whe intend 1o get the special meter reading conducted, shll
pay the requisite fee for the same as approved by the Commission from time fo

fume, '| :
LYy
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Payment of Bills
.30 Consumer may pay the bl by cash fup o Rs, 5000, Chegue, Dermand
Draft or Dehit [/ Credil Card, banker's chegue, Electronie Cledaring System, net
banking, drep boxes, ete, Chegues and Demand Drafis shall be payable at any
branch of a scheduled commercial banie that 15 a member of the deanng house
Jor the area where the concerned Sub Divisional Office o5 located. The date of
deposifing of the cheque by the consumer, shall be deemed to be the date on
which the payment s received m the Licensee’s aocount.

7.31 The payment may be made

(1) In person ai the designoted callection offfoes of the Licensee during specified
times; or (2) By past ar couner; or

f3) by deposit in the drop-boxes mantained by the Licensee at designated
locations, ar

{4} By bank transfer through the internet; or

(&) By any other scheme cccepted by the Licensee for acceptance af bill payment,

7.33 The Licensee may issue g disconnection nolice inowniing, as per Seclion 56
af the Act, In any consumer wha defaulis on his payment of dues, after giving
him o notice period of 15 dear days to poy the dues,

n eose o chegue (s dishoneured, the Licensee shall inform the consumer and
requtre him o pay the bill within 7 days in cash. The consumer shall be liable 1o
oy the late paymen! surcharge, as appheable, as well as a charge on acontnt
of the dishonmer of the cheque/non-realization of the draft I there are fin
instanees af dishonour of chegues/draft of @ consumer m a financial year, the
cansumer shall be required to male all payments through net banfing tll the
end of the followwing financial year. In addition, the Licensee may have the option
ter inttiorte action agoinst the consumer as per the legal promsions of the
Negotiable Instruments Act,

Late Payment Surcharge
738 Surcharge for delayed payment shall be levied as per the prevailing Tari|}

Cirder;

Instalment Facility
708 The Licensee may frame a scheme for providing focilily of payment of bills
in matalments for consumers who are for the time berg under financwal distress

o conlmue the supply of electrctly, Late payment surcharge sholl hioever, be
ieed on the amount peid afler the due date.

Temporary Disconnection
9.3 The supply may be disconnected temporariy in follouing cases:
{I] On non-payment of the Licensee’s dues: The Licensee may issue o

discannection nofice in wriling, as per Section 36 of the Act, o any consumer

who defaults on fus payment of dues, affer gnuang fm a notice penod of
minumum 15 working daps o pay the dues. Theredfier, the Lioensee mialy
disconnect the consumer's installution on expiry of the said notice period by
remaving the serwce line/ meter as the Licensee may deem fit;

Y
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(3) ¥ the wiring, apparaius, equigment or installation at the consumer's premises
i5 found to be defective or there 1s leakage of electricity or if the consumer is
foured to have altered the position of the meter and related apparatus or if the
Consumer uses any apparatus or appliance or uses the energy in such manner
as to endanger the service lines, equipment, electric supply mains and other
weorics of the Licenses, or is found to e using it in any manner which waduly or
impraperly mterferes with the efficient supply of energy o any other consuwner;
() If at any time, the consumer s found to be using energy for a purpose oller
thare for wiich it was tended / prowded or lampers with the meter and/or
ather apparatus of the Licensee on his premises or extends/allmes supply of
cnergy to any other premises fromm his connection,

£5) If the consumer remains unawiilable for meter reading for twe or morve Billing
cyele after facioring in advance payment jor the perod af absence, fany as per
the pravisions of this Supply Code, 2001 8.

U4 The supply shall be disconnecled afler giving u notice period of minimuwm 15
days. The supply shall be disconnected only i the couse of the disconnection is
not removed within the notice period.

9.5 The Licensee shall, efler the connection is temporardy disconnecled as per
Regulations 9.3(2), 9.3(3) and 9.3(4), issue a nolice to the consumer o remoye
the cause of disconnection within 45 duys for domestic consumer and 15 dalys
for consumer of other categories, respectively, failing which the supply shall be
disconnected permanently).

9.6 The Licensee may take steps to prevend unauthorzed reconnection of
consumers disconnected n the moanner as described above, Wherever the
Licensee discovers that connection has been reconnecled noan unouthorized
manner, Licensee may initiate action as per provisions of Section 1385 of the Act.
Further, in case the Licensee dizscovers that supply to such premises hos heen
restored through another lue connection, the same shail also be disconnected.

JERC Regulation No, 06/2009 (Standard of Performance|

7.3 Complaints about meters

Subject to the Provisions of the Electricity Supply Code:

Nature of complaint | Time to be taken by Licensee

Coenpaleint i'r.n:ifga*d“_,i'br- Within 30 days of receiving the Complaint, the
accuracy lest of meter | Licensee shall test the meter and if needed, the meter
shall be replaced within 15 days thereafler
Complawt ledged for| Within 30 days of recetving the Complaint, the
defective /  stuck | Licensee shall check the meler and i needed, the

meler rmeter shall be reploced within 15 days theredter
:‘_'.'urr-aplu.in[ lodged for| The Licensee shall restore supply unthin 6 henars
burnt meter upan receipt of complaint bypassing the bhurnt meler

and new meter shall be provided within 3 days

(ﬁg_ E:\
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7.5 Complaints about consumer’s bills

Nature uf complaint

“Time to be taken by Licensee

Complainis on billing

shall the
immediately, if received in persor, OF within 3 days
fram the date of receipt if received by post. If no
additional nformation is required, Licensee shell
resolve the complaint and intimate the resull to the

consumer Wwithin 15 days of receipt af the complaint.
In case any additional information is required, the

Licensee acknotwledge complant

same shall be obtained, the issue resolved and resil
mtimated 1o the consumer within 15 days of the
receipt of the additional information, whichever 1%

later

7 6 lesues relating to disconnection/ recunnection of supply

Tssiie under
consideration

Time to be taken by Licensee

Nonpayment of dues
by the consumer

if not paid, the Licensee the

consmmer's installation on the expiry of the nolice

may  disconnect

periocl.

Reguest far

Fecnrneatnoh

I case consumer reguests for reconnection within o
pernod of siv months after disponnection, the Licénsee
ahall reconnect the consumer's mslallation within 5

days of payment of post dues and reconnection
chiorges.

However in case consumer reguests for reconnection
after siv months of disconnechon, the conneciions |
would be reconnected only after ail the formalities @s |
required in the case of a new connection are com plied
with by the consumer including payment of” pending
dues, service line charges, security deposit etc., as
applicable, for that Category of Constmer,

Cansimer par g

uplio date Iili

Licensee to carmy out special reading and prepare
final bill, including all arrears upto the date of billing

within 7 doys

7.7 The time limits prescribed in this Schedule will be computed from the lime

when the complaint s filed with the designated offices of the leensee or al the

ol cenlers,

The Foerum going through the statement submitted by the complainant

apainst withdrawal on 15/02/2024 which read as “my grievance in
connection with excess electricity bills has been settled by Electricity
Department, Mayabunder. As such we mutually redressed the matter
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ared now I am withdrawing my complaint”, and the Forum has acoepled
the plea of the complainant conswmer to withdraw the complaint and afso feels

that no further Hearing is require in this instant case,

The Forum is directs the Respondent/Licensee (ED) to explore the
possibility of remote disconnection facility available on the smart meter to be
enahled on wurgent basis in consultation with EESL [or the tmely
chisconnection of defaulted consumers,

The Foarum  seriously noted that in  certpin casés,  the
Respondent/Licensee (ED} has been directed o collect the payment of
electricity bills on time and if any default found, to issue ‘Notice' in writing for
peyment within 15 days otherwise electricity connechion will be temporarily
disconnected as per JERC Regulation No. 23/2018 (Electricity Supply Cadel,
while the Respondent/Licenses (ED] is not taking seriously, the
orders/ judgment issuing by the Forum against recovery of clectricity bill
payments, therchy causing huge loss of government revenue, Therelore, the
Forum once again directs the Respondent/ Licensee (ED) to issue a "Cocular’ (o
all EEs, AEs & JEs (o collect payment of electricity bills on, if default 15 [ound
immediately serve a notice and make payment within 15 days otherwise
electricity connection will be temporarily disconnection as per JERC
Reguiation No, 23/3018.

Thus, this Forum has come to the conclusion, that both parties are
satisfed with their decisions and amicable settled outside the Forum, hence,
the case is closed with specific direction to the Respondent/Licensee (ELD) and
the complainant consumer, which is particularly noted in this instant case

Hence,
It iz Ordered:

As per detailed documents so produced belore the Forum, and on the
basis of the observation so reached, the following Order is passed:-

1. The Case No. 310 is hereby closed with specific direction e the
Respondent/Licensee (ED and the complainant consumer.

The Respondent/Licensee (ED] is also directed to take appropriate

B

steps to enable remote disconnechon [ocility on the smart meter
in consultation with EESL [or timely disconnection of defaulting
consumers, which is not done in this instant case as per JERC
Regulation No. 23/2018.

3: The Respondent/Licensee {ED) failed to scrve "Notice' duc to
default in payment by the consumer for more than B months,
which shows neglipence on the part of the feld stall, which 15 a
viclation of JERC Regulation No. 23/2018. The Respondent/

x&"‘f\;
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Licenses{ED) should take appropriale action as per JERC
Regulation immediately.

4 The Respondent/Licensee [ED) is directed o collect the late fee
after due date on the pending electricity hbills from  the
complainant bearing consumer No, W1/47 (Domestic) within 15
days from the date of issue of this Order. Further, il defaull n
payment is detecied once again after the issue ol this order,
necessary steps will be taken against the consumer as per JERC
Regulation Ne. 23/2018,

&n

The complainant/consumer is directed to pay all the pending
electricity hills bearing Consumer No. W1/47 (Domestic) within 15
days pesitively, or clse the supply will be disconnected as per
JERC Regulation No, 2372018,

. The Respondent/Licensse [ED) is directed (o issue 8 ‘Clreular’ to
all EEs, AEs and JEs to collect the payment of electricity bills on
time and if defanlt is found immediately serve a ‘Notice' and
muke payment within 15 days otherwise electricity connection will
ke temporarily disconnected ns per JERC Regulation No. 23/2018
(Eleetricity Supply Code), which is not done in this instant case,

=]

The Respondent/ Licensee (ED) is directed to issue a ‘Warning' 10
the enncerned field stalf for nepligence towards revenue callection
and lailure Lo give *‘Notice® due to default in payment hy the
consumer fof more than & months as per JERC Regulation No
23/2018 [Electricity Supply Code),

B, The Respondent/Licenses (ED] is directed to subemit compliance
report within 15 days from the date of receipt of this order as
per JERC Regulation No, 26/2019 under Clause 27(1). Further,
frem SL No. 2, 3, 4. 6 & 7 of the above said directions
compliance should be provide with supporting documents, if
any.

. As per JERC Regulation No. 26/201%9 under Chapter-IV of 27,
nop-compliance of the Forum Order shall be treated as violanon
af the Regulations of the Commission and accordingly hable for
action under Section 142 of the Electricity Act 2003,

18] The complainant shall not be harassed overtly or covertly m any
manner whatseever i future for exercising his right by availing
the redressal within his jurisdiction.
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“The complainant, if aggrieved, by non-redressal of his / her grievance by
the Forum orf nen-implementation of CGRF order by the licensec, may
make an Appeal prescribed Annexure-[V, o thie Electricity Ombucdsman,
Joint Electricity Regulatory Commission for the State of Goa and
UTs, 3 Floor, Plot No. 55-36, Yervice Road, Udyog Vihar, Phase-1V,
Sector- 18, Gurugram - 122015 [Haryanal Plione - 0124-4684 708, E-mail |
ambudsman.jercuts@goy.in within one month from the date of receipt
of this order".

[Annexure — IV Appeal Form can be collected from the office of the
Forum on any of the worling days/.

A& certificd eopy of this Order be senl Lo the Supernntending Eogneer
(Licensee f Respondent], Executive Engineer [Rural], Nodal Officer (CGRF,
Assistant Engineer (Mayabunder), Electricity Department, Complainant and
the Electricity Ombudsman, JERC for the State of Goa & UTs, Gurugram,
[Hiarvana),
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{Biji Thomas) (Narayan Chandra Barol] 7 & 17 {."
Independent Member Member (Licensee)
Electricity CGRF Electricity CGRF
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Chairman
Electricity CGRF
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