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(I)/2n8.= Io exercise of the powers conferred by section 46 of the Regulaton of
[JCI’.Cunbﬂn, Transmission and Distributon of Elcctic Power Act, 1997 (XL of 1997), the National
Elecmic Power Regulatory Authoriry, with the approval of Fedetal Government, is pleased to make
e fellowing rules, naniely:-

1, Shext tide sad commencemesn. (1) These rules may be called the National Elecuic
Power Regulatoty Authozity (Complaint [{ancling and Dispute Resoludon Procedurs) Rules, 2015.

(2) They shall coze ints {orce at once.

2. Definitione.—(1) ia thase rules, unless there is anything repugnant in the subject or

couatext,”

@ “Acr” wmneans the Regulaton of Generadon, ‘iransmission and Distribution of
Elecrric Power Lct, 1997 ( XL of 1997);

(i) “Authority” means the Natonal Electic Power Regulatory Authority established
under scetion 3 of the Act

(i) “complaint” means 2 writien complaiat {iled by a complainant with the Authority
against a licensee for contraventon of any provision of the Act cr any ordex, rules,

regulations, licence or insicuction miade or issued thereunder and includes disputes
amongst licensees, and between consumets and licensees;

(iv) “complainant means any person including a Frovincial Government and a licensee
who has filed a complaint belore the Authority;

&) “detenmivarion” means « Jorlsion or an order of the Authority;
(i) “licensec” mea.s a halder oI 2 licence;

(vi}) “licence” mieans a Lcence issued by the Authority for gencradon, transmission or
distuibution of elcenic power under the Ac;
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(vii)  “respondent” means a person or a licensee against whom a complaiar is filed
under these rales;

(ix) “rules ” mean tuies made under Section 46 of the Act;

(x) "regulations" mean reguiations made under section 47 of the Act;

{xi) "specified” means notified through a notification; and

(xii) “tribunal™ means the special tribunal established by the Authoriry under

section 11 of cthe Acr consisting of its professional staff for resolving contractual
disputes berween liceasees or such other matter as the Authority may from time
10 tirr assign.

@ Tie words and expressions used, but not defined in these rules, shall have the same
meaning as in the Act,

3. Filing of complaints.— (1) The Authority on its own motion or on a complaint filed by a
compiaint in the manner provided in sub-rale (2), may inidate proceedings under these tules:

Provided that the compiainant prior 1o filing of complaint with the Authoriey shall approach
the rzspondent in writing through an appiication for redress of his grievance, which shall be decided
by the respondent within {iftven days of raceiving thercof or wid,'n such time as may be specified in
any rale, regalations or consumer service manual approved by the Authority depending upon the
nature of the grievance;

Provided further that in case the respondent fails to resolve the request of the complainant
withur the ime specificd above, it shall be deemed that the application has been rejected;

Provided further that comnplaint shall be filed within one year [rom the accrual of the causc
of action.

(2) A complamt filed under sub-rule (1) shal be in writing and may be delivered in any manner
specified by the Authorizy and shall,—

{a) state the name, address and other accessary particulars of the complainant;
(L) state in a concis: ranner the facts and grounds forming the basis of the
compiaini;




{©) stare Bt precise wnanner dhe contravention of any provision of the Act, rules
ot any oeder, 1epalations, Heence or instruction made or issucd there-under

by the Authnrity,

€y state the rediel soughi
Gh state the action tadeen by the respondent on the request submitted to it if any;
(n) be ia original and exclusively wldressed to the Authority and supporied with

caples of ducuments relied upon; and

® be signed br dhe complainant or his duly authorized ageat.

() The Authoity, at any siage of procesdiags, nuay dircct a complainant or a respondent 10

rendee stateinent of faces or ozinon supported by an affidavic

4. Registeaton of comiplaints and jssvance of notice~ (1) Within scven working days of
the tecaipt of a comiplaint, the Authotity shall exarsine the contents of the complaint in order to
satsly itsclf of the confoninity wereof with the provision of wule 3.

(2 Where avies e-amination, it s found that the complaint filed is not in conformity
with rule 3, it may be retwined 1o the complainant with the directions to amend and re-file the same

in accotdance with rule 3,

13 Where the complaint is in conformity with the requirements of tule 3, it shall register
the complaiat forthwith and allot a number to the complain: and acknowledgement to this effect
stiall be sent to the complainant within seven days of the same.

(4} A notice o th. conplaing so registered shall be given to the respondent for filing of
teoly within such time as may be deternuined by the Authority,

() At ary stage, duing the droccedings under these rules, if the respondent resolves the
complaint or the mateer is serted berween the pardes, a report 1o this effect shalt be filed before the
Authority.

5. Reply.— (1) A respondens, to whom 2 notice of complaint is issued, shall file a reply within

suci: time as may be directed by the Authuonty.




(2)  The reply shall specifically indlicate admission, denial or explanation of the facts
stated in the cumplaint or any additional relevant fact or ground along with copies of relevant
record.

(3 The Authority may direct the respondent to file additional documents as may be
specilied by it

(4) The complaint may ve decided ex-parte oa the basis of available record if the reply
of the respondent is not received within the time provided by the Authority under sub-rule (4) of
rule 4.

6. Investigatlon of the complaints.~— (1) Upon receipt of reply from the respondent, the
Authority shail examine the contentions of the parties within fifteen days:

Provided that the Authority may scek further information and documents from the parties if
tequired.

) The Authority may, if deemed appropriate or the circumstances of the case so
requires, direct the matter 1o be investigated further by any of its officer.

€) Where z complaint includes a class of consumets or requires a change or
modification n the terms and conditions of tariff or perrains to contractual disputes berween
licensees, the Authotity may constitute 2 tribunal fur adjudication of such complaints.

7. Site Inspection.— (1) The Authority may, if Jeemel anpropriate or the circumstances of
the case so require, direct fur a site inspection to arrive at 4 fair and just deaision.

(2)  The Authority shall nominate one or more of its officers for site inspection and
inform the parties at least one week in advance of the carrying out of the site inspection.

(3 The site inspection report shall be prepared and submitted to the Authority by the
concerned officer.

8. Tribural, — (1) Where a tribunal is constituted by the Authority under section 11 ot the
Act, the tribunal 5o constituted shall render its decision in respect of a complaint not later than a

period of sixty days from the date of the constituiion of the tribunal and shall have all the powers
which may be delegated by the Authority undee the Act:

Piovided that the tribunal may sick an extension of the time period in writing from the

Authority. 4;'—\—"
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9. Interim Ordet.— (1) The Auwhodty may, duting the cowsse of proceedings pass such
interim order as it deems fic,

10, ¥inzl crder— A fina! decision unon a complaint shall be rendered by the Authority and a
certified copy of the same shall be comumusnicated to the parties for information and compliance:

Provided that before taring finai deciuion, the Authority shall provide an opportuaity of
heazung to the patties.

1L, Review.— (1) Any purty aggricved by the final order of the Authority may file a review
nerition before the Authority within thirty days of the cate of the final order.

(2)  The review peddon shall be decided by the Authority in accordance with the
Natonal Electric Power Rzgulatory Authority (Review Procedure) Regulations, 2009,

12.  Penalties.—(!) While adjudicating upon a complaint, the Authority is of the view that any
person or licensee has contravened any provision of the Act cr rules or regulations made there-
unde: or any directior:s or determination issued by the Authority, the Authority may impose on such
perscn or Lzensee a fine under the Act or National Eleciic Power Regulatory Authority (Fines)
Rules, 2002 for each contaversion or may pass asiy directions (o this effect:

Provided that in case of non-pavment .f any fine itrposed or nun-compliance cf any
direcdons of the Autlicsiry under these rules, proceedings inay be inidated under the National
Electric Power Regalatory Authouity (Fines) Rules, 2002, for enforcement of its order or decision.
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