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Channels for Lodging of Complaints: Y
There shall be following channels for lodging of complaints:
1) At Centralized Customer Care Centre (CCCO)@24 x 7 through centralized electricity

complain number: “1912” And toll free number 1800-3456-570/ 1800-1238-745,

i) At JBVNL website hitp://www jbvnl.co.in under Tab ‘Complaints on Web’,

iii)  Manual compliant either at Customer Care Centres or at respective Circle Offices.

1v)  Through Mukhiyamantri  Jan-Samvad: Online complaint through web portal:
www.cmjansamvad. jharkhand. gov.in and manual complaint at Jan-Samvad office

v) At Camp, which is organized time to time by concerned GM-cum-CE, Electric Supply
Area; ESE-cum-CEQ, Electric Supply Circle; EEE, Electric Supply Division; AEE,
Electric Supply Sub-Division, JBVNL and date for camp is intimated through local
newspaper/ public announcement. 3 .

’

Nature of Complaints: )
Nature of Complaints received at Centralized Customér Care centre/ Circle offices / JBVNL Hgr.
under customer related services are categorized as below:-
1)  Fused call
i)  DTR bumt.
iti)  DTR replacement.
iv)  Meter related issue.
v)  33/11 kV overhead conductor/ cable break down.
vi)  New connection
vii)  Correction of incorrect bills.
viii)  Electrical Approval. ) .
ix)  Implemenation of distribution line. 3} .
x)  Issuance of the notice on the application of LT, HT and EHT connection.
x1) LT service for installation and inspection,',-‘ '
xii)  Other than LT service for installation and-mspection
xiii) LT service with extension and installation’of one phase and three phase.
xiv)  Sagging of wire/ conductor/ cable )
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: er C L Data Cen i
((;;ng:ly Rsexl?ch1 runnmg in three shifis [z > 4,()2'PM (Morning Shift), 02 PMlc—r,]i)(lll’s:/;
it 1(154 ift) and 10 PM - 06 AM (Nig] igshiﬁ)jzg{’hus the €all Centre works round the
o 4 x '7) with the minimum manpower fesource, considering emergenc and

unch situations, | PR f ’

4.2 g\;(:: S)Izv)c nO(s0 lCCC Executives are statiotg:',i”at' Niggl HQ, Ranchi and Fifteen (15) nos. ccc
Jamshcdpzr ’ hf;xcl::lgwc each at eagh Arcle Office) across 15 Circle Offices (Chaibasa,

Sahibgut, I’lan hp Ia) , Chas,l Hazanba*; amgarh, Giridih, Koderma, Dumka, Gumla,

Sl chi, Daltongunj, Garhw.a and Deoghat), The deputed Executives will be the

ngle Point of Contact (SPOC) for their region and would co-orlinate & follow up with the

JBVNL officials on timely manner to i ecei ' i i
reglar basis y ql,osf ‘thc’ c‘omplamts received for their regions on

"

4.3 The complaints/ grievancc§ rcgeivcd at'CCC will be.ﬁrst handled by welcome note as Johar

?

respective offices and disposed off on rectification b maintenance staff at their level and
follow-up by the deputed CCC executive at circle level. The CCC exccutive at different circle
level will update about the complaint statas to Centralized Customer Care Center at Data
Center, Kusai Colony. ‘ Lok

4.4 In case consumer does not have ‘K No.” handy ‘dnd consumer wishes to communicate
directly with Call Centre exccutives to register his complaint/ gricvance, then request to
provide their consumer number and CCC éxecutive will enter the details based on input
from consumers and the complaints grievances shall be registered. A Unique Complaint
Number (UCN) shall be communicated back to consumer by call Centre exccutives. The
complaint/ gricvance shall be transferred to respective office under JBYNL by Call Centre
Exccutives and it may be follow-up by CCC Executives deputed at circle ofices,

4.5 Consumers can also  register their  complaints  through JBVNL’s ~ website
http:/www.jbvnl.co.in There is separate ‘fqomp]aints” tab and consumers can register once
by providing their details. Also on logging in, bill portal they will be able to sce their curr(.:m
bill, all previous as well as current payments and technical dc;taxls. The c‘oxnplglnt ‘gncvanu':s‘
received through website of JBVNL is directly reflected in the CCC application and is

handled by Call Centre cxecutives for redressal.

i j at Secti Sub-Divisions shall bc passed on to
§ ts registered at Sections and/ or | : passc
6 ;Z?nlzﬁralzggmﬁwff g]by the concerned officer/ official promptly. Afier rccuﬁcuu?g,mlrl;T
;i i ircle and then to consumer,
conveyed back to CCC cxccutives ;11 circle a ‘ I
Swlu:‘i shhalc]on?;:)lainw “)/Iill be transferred.to the ‘scction office’ and then 'loma.mlc},nagc?] :(lji:x[lrc/
".rb‘.'f’fplh,c complaints shall be rectified within the time schcdu!c as spccnﬁ(:'d n;'nc [():Jne P
l‘"; ' R‘fFGS \;A)/hich is enclosed herewith as Annexure -A (Jharkand Rajya Sewa De
l(J {chrranlee Act 2011 can be downloaded from b1, /ihr2.nic.in/rigs).
J ’ f
ibution Transl g, C ints about
aile is tion Transformers, Complaints ab
; aints regarding replacement of failed Distribu : 8, IR o
4.7 (,omplmnl,g rcgd;;ll"ghcc’king for the correctness of If\-/llclcrs, _Consunmrs L')?CICT;’:];
oo dt/c;;lmgt Meter/ Metering equipment replacement, Shifting of meters/ scrvic S,
Stopped/ Burn
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Po] i
€S, Period of Scheduled oyta

Oplaints  ap, ges, Voltage problems, Change in contract demand,

ership and bills, New Connections/ additional 1
Temporary Sl :?lll)nge of category, Disconnection/ Rc-connecnpc?r?’ Efransfer 10 f
level and ing / ower registered at Sub-Divisions shall be Processed at Sub 1;‘:,?513,1

4.8 Manual Complaints Procedure: {

48.1 € consumer i '
complaints can be lodged during working hours in writ;
ey e . = writing at sub-
dln;,lSI‘onj‘ division office/ section gﬁic‘ and telephonic complaints may be rgegistel:ed
only in circle office through CCC eXecgtives deputed at circle office.

482 All Chief Engineer, Nigam HQ/ All GM-cum-CE, Electric Supply Areas/ All ESE-
cmnTCEQ, Electric Supply Circles are required to forward consumer complaints
recewegi in their office to concerned Nodal Officer, who will ensure that these
complaints are also registered in system through CCC Module.

483 The CCC Executives will forward the complaint to the concerned officer with a
intimation to Nodal Officer and will follow up the complaints till its closure.

4.9 The complaipts o) rec_eived at offices of JBVNL and at circle office through CCC executives
deputed at different circle office shall be transferred to respective distribution area (section).
Consumers can also lodge complaints at respective section offices in writing.

4.10 Compl_.ai.nt‘s in respect of other problems shall be lodged by the consumers in the respective
Sub-Division Office/ Division Office/ Circle Office/ C.E.’s Office as detailed here in after.

" 4.1 In the rural areas, the registered complaints shall be transferred to sections for further
rectification.

4,12 In urban areas, consumer shall directly lodge their complaints in writing to Division ofﬁ;:e/
circle office or CE office.

4.13 The toll free number and complaint telephone number (if any) and contact details of the
concerned officers/ officials shall be displayed at each Complaint Centres.

4.14 The complaints/ grievances of following categories shall be registered only in Sub
Divisions or at higher offices:- .
4.14.1 Damaged & Failed Distribution Transformers,

4.142 Replacement of damaged service line/wire, .

4.143 Complaints about meter testing & checking for correctness of Meters,

4.14.4 Consumers Defective/ Stopped/ Burnt Meter/ metering equipment replacement,
4.14.5 Shifting of meters/ service lines,

4.14.6 Period of Scheduled outages,

4.14.7 Voltage problems,

4.148 Change in contract demand, N
4.149 Complaints about consumer bills, New Connections/ additional load,

4.14.10 Transfer of Ownership and change of category,
4.14.11 Disconnection/ Re-connection of supply,

4.14.12 Temporary supply of Power
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S. Mukhy amantri Jan-Sambad:
Mukhyamantr; Jansamvad Portal (www.cmjansamvad jharkhand. goy.in) has been established by
khand Gowt. with 5 provision to enter the grievances/ demands on the web. portal by
the  public and online monitoring/ redressal of these grievances. User ID’s & Password of all
concerned in operation wings as well as in management have been created and conveyed for
day to day monitoring/ redressal of grievances/ demapids entered by general public/consumers
on Jansamvad Portal of Jharkhand Goyt. The necessary publicity to this scheme of JBVNL has
been provided and sha] be further made by. mukhyamantri Jansamvad cell of JBVNL. Any
consumer can enter hig complaint through jansamvad portal , GoJ and shall be dealt with by
the concerned officer. . :
Cgmplaints may be lodged ag- under: | ’
1; ﬁ};ﬂ dialing telephonic no, 181
il nual complaints Jogd ed at office of mukhyamantri ; ilding
Bhawan), e Roas g of mukhyamantri Jansamvad, IT Building (Suchna
- 1ii) Through online.
}}ete‘: I_*“rom the portal complainant may check the status of their complaint registered by providing the
mput either through registered mobile No. or through AADHAR No.

6. Dispute Settlement Mechanism: 4
JBVNL 1

6.2 Circle Level Dispute Settlement: ESE (S) is empowered to decide the cases of disputed bills
of HT consumers (100 kva & above load). There is. also a provision to file an appeal to the
Forum for Redressal of Grievances of Consumers, in case, the consumer is not satisfied with
the decision of Dispute Settlement ; '

7. Forum for Redressal of Grievances of Consumers:
7.1 In accordance with Section 42(5) of the Electricity Act, 2003, JBVNL had constituted the
ievances of consumers as per regulation notified and guidelines

CONSUMER GRIEVANCE REDRESSAL FORUM
() RANCHI-VUSNF, Artisan Hostel no.3, Dhurwa,

(@ii) .HAZARIBAGH-Devangna Chowk Near Korra Chowk, Hazaribagh- 825301

(1ii) DUMKA- Electric Supply Area office, Dumka
(iv) MEDNINAGAR- Electric Supply Area office, Medningar

(v) JAMSHEDPUR- P.O-Karandih, P.S-Parsudih, Singhbhum East, Jamshedpur— 831002
i i - is gri by the distribution

2 ho is aggrieved by non-redressal of ms grievances by the
’ ;?ncei;:::f;n\flzcxs not sgegéﬁed by the redressal of grievance by the distribution licensee can

approach this Forum.

7.3 Time Limit For Rectification and Resumption of Services: A summary of time h'mits.for
rendering services to the consumers’ categories, nature of complaints / Type of service,
Primary responsibility centres where complaint has to be lodged and attended, next higher
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authority levelin
, g Case of non- - ;
Services (RTGS) Act. 2011 Pikredensal of plaint is as per the Right ¢, -
0 antee of

8. Procedure in Case of Non

Center: -Response or Inadequate Res nse at the Primary Re -
8.1 In the event of non-res Sponsibilit

' he' next higher a iti . » the consumer m;
complaint will be ackn gher autherities for thi ol

; : \ S purpose. Th i
owledged and the concerned authority shall resolve t;erszzgtlm(f the

8.2 :}llt;;?;,l;g i?irlltge Pllrpkose c(l)t;‘x standard of performance of complaints lodged with higher
, - ¢ reckoned from time of 1 i . . ;
complaints shall be lodged between of registration of complaint with their office and

] office hour only. The complaints lod
L : ged after 16.00
hours will be carried over to next day, if the same cannot be attended on that day itself.

9, Revi.ew‘and Monitoring: In order to ensure i
momnitoring procedure shall be adopted.

9.1 The consumer Grievance/ Complaint Register shall be maintained by all designated officer.

mplementation of above stipulation, the following

9.2 The register shall be reviewed by the AEE(s) ones in a week / Executive Engineer(s) once in
fortnight/ ESE(s)/GM-cum- CE (S) once in adnonth.

- 9.3 The register shall be reviewed by senior officer of JBVNL during inspection to their sub-
ordinate office. : '

9.4 The time limit prescribed for attending to each type of grievances shall be strictly adhered to
as indicated earlier. Wherever any complaint refer to more than one type of grievance, the
designated officer shall attend the complaint pertaining to him and also sent a copy of the
complaint tc the other concerned officer for redressal. ‘

9.5 Regular Camp on the Outside of Office: In order to redress the grievances of the consumer
the making & keeping regular camp at various levels is proposed as under:-
» At Electric Supply Sub-Division Level - One a week
» At Electric Supply Division Level ~ - Once a fortnight
> At Electric Supply Circle/ Arealevel - Once a month

#Note: Days and timings of camping will be notified by the the concerned Area Boar/Electric Supply
Office, JBVNL on uniform or demand basis for all offices throughout the State. CAMP schedule shz}ll
be displayed outside the room of the officer concerned. The aim of such camp i.s to avoid
communication gap and make the public service more transparent. Through these meeting JBVNL
apprise the consumers of their constraint in fulfilling their requests. They will also be requested to
register their complaints at appropriate level and in the event of delays in response, to report the
same to next higher level who will act and redress the same.

10. The following shall be available at primary responsibility centres for perusal of the consumers.
10.1 Complaint Handling Manual |
10.2  Approved Tariff Schedule
10.3  Prescribed proformas )
10.4  List of officers with contact numbers for redressal of complaints.
10.5S Complaint register

11. Force Majeure Conditions: e f power shall
The complaint handling and redressal standards relating to distribution and supply of pow

. . ) .. : ivil commoti riot,
remain suspended during Force majeure condition such as war, mutiny civil commotion,
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flood cyclone, lightening, earthquake, and strike look mlf. e afMectng  inutallation wnd

activities or other forces or couser bey

ond the control o' the JBVNI,,

L] \l 1 '
12, JSERC_(Distribution_Lisensees’ Standards_of Performance) Repulations, 2013 lny down (he

guidelines to maintain distribution »

yatem  parametom within the  potmirsible limis, 'his

Regulation is published in the Jharkhand State Gazetto vido Notifiention No. 46 |No, 639 Ranoli,
Wednesday 09" September, 2015] which ta encloned herowlih n dnneexure C Ovhich can alyo he

downloaded from "Rules and l\’r_t:ulmm

13, The process flow of all activity for

14, This Manual will be reviewed on half’
Circular/ Regulations issued by JSERC,

Memo- Mo-(;j; ‘Q wil

ny " tab of ISERC wehsite ( W/ sere,onm), 0

|
\
Cuntomer Care Coenter under JOVNL in encloned s

yoarly banin and will bo updatod time 1o tme a per the
Gol/ JIBVYNL,

i Sy -
(Rajeov Ronjan K umar)
Gloneral Manager (I & (IA)

Daye., 10 ',m')“l.

Copy forwarded 1o All Chiel' Enginoer, Nigam 10O, JBVYNL/ All UM-cum=C1, Eloctrlo

Supply Arcas, Ranchi/ Jamshedput/ Dhanba
kind information & needful,

MANUAL oF PRACTIONG F O )

d/ Dumka Hazaribagh/ Givddin/ Mednlnagar/ (M (18 Tor
\

)

N i)
(P& GA)

J " / 0

(Rajecy R rfg
Cioneral M{:Mw

IANDLING CONBUMERD" COMPLAINTE Pags 6 of /

Scanned by CamScanner



