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. PETROLEUM 'AND NATURAL GAS REGULATORY BOARD
- NOTIFICATION
New Delh1 the I'st September 2010-

‘GSR. 720(E)—In exerc1se of the powers- conferred by section 61 of the Pétroleum and

' Natural Gas Regulatory Board Act, 2006 (19 of 2006), the Petroleum and Natural |

Gas Regulatory Board hereby makes the followmg regulations, namely -
1. Short title and commencement.

- (1) These regulatmns may be called the Petroleum and Natural Gas Regulatory

Board (Code of Practice for Quahty of Serv1ce for City or Local Natural Gas’

Distribution Networks) Regulatmns 2010

(2) These shall come into foree on the date of the1r pubhcahon in the Ofﬁc1al't.

Gazette. o

. (.
2. DeﬁnitionsL

(1) In these regulatlons unless the context otherw1se requ1res - ‘

't

2006;

. : (b) - “Board” means the Petroleum and ‘Natural Gas Regulatory Board"

) estabhshed under sub-section (1) of section 3 of the Act;

(c) ' “CGD network” means city or local natural gas distribution network -

(d) “domes’uc consuiner” means a consumer who is provxded PNG

and not for commercial use;

connectlon for the purpose of cookmg or for other own domestic use -

(a) “Act” means the Petroleum and Natural Gas Regulatory Board_ Aot o

- ey “commercial consumer” means-a consumer WhO is prov1ded PNG -

connection for commercial purpose; ‘
m mdustnal ‘consumer” means an industrial estabhshment wh1ch is
provided PNG connectxon within the authorized CGD network;

(g - “CNG consumer” means, consumer who is supphed CNG for use as ‘

fuel for vehicle through CNG station. :
(2) All other words and express1ons used and not defined in these regulatlons but
defined 'in the Act or in the rules or regulations thereunder shall have the
meamngs respectively- asmgned to them in the Act or in the rules or regulat10ns
~as the case may be :

’ ,3.*Application. -

L

(1) These regulations; shall - -apply to an entity authorized for laying, building,_

operatmg or expandmg city: or Jocal natural gas distribution network in

accorda.nce with the prows1ons specified in the Petroleum and Natural Gas -
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Regulatory Board (Authorizing Entities to Lay, Build, Operate or Expand Clty or
Local Natural Gas:Distribution Networks) Regulations, 2008.
~ (2) These regulations lay down code of practlce for promoting reliable service to
consumers and the public and obligations of consumers besides conforming to
‘minimum levels of service to-be provided by the ent1ty authonzed for laying,
bu11d1ng, operating or expanding CGD Networks.
(3) These regulations shall apply from the date of their no'uﬁcatlon to all entities
authorized for laying, building, operat1ng or expanding city or local natural gas
-+ distribution network ‘after the appointed day and in case of entities which were
' carrying on the activity of laying, building, operating or-expanding city or local
natural gas distribution network . before the appointed day, these shall apply
- after six months from the date of notification ‘of these regulations: .
4) Prov1s1ons in relation to quahty of service standards-in these regulations shall be
~in addition to and not in derogation of provisions contained in the Petroleum and
Natural Gas Regulatory Board (Authorizing Entities to Lay, Build, Operate or
- Expand City or Local Natural Gas Distribution Networks) Regulations, 2008.

4. Service norms for new;PNG connecti'ons'.

’(1) Every entity sha]l comply with the followmg service’ standards for new PNG
domestic connection.applicants, namely -
(a) shall prommently display at its ofﬁce and also on its website or
through newspaper advertisement, the procedure for applying for a
-new domestic connection, the - apphcatlon format, amount of
- refundable security deposit and ‘the list of documents required to be
submitted alongwith the application; ' :
(b)shall also provide consumers’the fac111ty to download apphcanon form
. from its websites alongvmth necessary instructions thereof;
- (c) shall also ' endevour to provide facmty for onhne submssmn of
i applications as well as online acceptance
(d) shall also indicate its charge- area-wise roll—out plan and the tentative
dates for recelpt of new applications;
(e) shall- issue "a dated and numbered receipt to the applicant
- acknowledging receipt of the duly—ﬁlled application and the amount of
- refundable security deposit prescribed under regulation 14 of the
Petroleum and Natural Gas Regulatory Board (Authorizing Entities to
Lay, Build, Operate or Expand C1ty or Local Gas Distribution
Networks) Regulations, 2008; '
(/) the entity, on receipt of an apphcation shall -
(i assess the techno commermal fea51b111ty of providing the
connection,; :
(11) if in the assessment- of the ent1ty an apphcatton is not pnma
facie feasible for supply due-to any reason, it shall convey
‘its rejection of application with reasons thereof alongwith
‘the refundable deposit to the applicant within Lh1rty days of .
receipt of the application form;

BUges Ozw

N
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T Eeplmations L

" The ent1ty shall webhost the gu1de11nes Wthh would be

o followed in assessing Techno Commercial feas1b111ty for
o commencmg supply; . C : SRR
(i1i) obtam requisite’ approval from the concerned agenc1es for

laying and operating the network in line with the schedule )

. 1nd1cated to the consumers o S : .
ExPlanatnon. S e

' The entlty shall endevour to obtam in advance all statutory

; approvals requ1red in consonance mth the rollout plan

o mdlcated to consumers . PR

~(iv) . prov1de connection within, three months from the receipt of .

";completed apphcatmn form prov1ded the consumer is located -

: »wrthm the charge area. mdlcated in: the- approved network:

: . _' plan of the _entity and required perm_lssron are obtained: " - f

Prov1ded further that in case of. any delay in obtammg the
requls1te permission or, non-feas1b1hty of prov1d1ng
connection due to technical reasons; the entity shall mform
the applicarit of the same within three months from the date

R :_of rece1pt of apphcatlon and refund the security depos1t ‘
{v) in case of non-feasibility: of providing.connection and non-
' '\ refund of. secunty dep031t within -three months, the entity ~
 shall pay ifiterest on the secunty depos1t at the prevailing’
ane Lendmg Rate (PLR) notified by the State Bank of India

from the date of subrmss1on till the-date .of refund

7) the apphcatmn shall preferably be ‘made by the lawful owner of the

premises - and-in. case of tenant makmg the- apphcahon it shall be
accompamed by a “N o ObjectionCertificate”. from the lawful owner of
the premises: The format of the “No ObJectmn Ceruﬁcate” prescnbed
by the entity shall be dlsplayed by the entity; ...~ -

) where an apphcant has purchased a property with gas connectmn

lying - dlsconnected he shall apply to. the enuty for “No dues
certificate”, if not obtained earlier by.the prevrous owner;

¥l

( ) the entlty shall intimate_in writing, the dues or issue “No- - "

dues certificate’ _w1th1n seven days from- the: date of rece1pt of .

apphcatmn e
(2) The entrty shall comply vmth the followmg service standards for ex1st1ng domeshc
consumers applyrng for mod1ﬁcat10ns or alteratron in _existing connection,’
' namely:- . : . L

(a) in case of request for alterat10n in the ex1st1ng domesuc connectmn in
the premlses the ent1ty shall-

\ requested alteratlon within fifteen days of recelvmg such.
request '

(i) examine the techmcal feasibility. and cost of carrymg out the -

-
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(i) - seek the approval of the consumer by providing an estimate of
- the charges to be borne by the consumer which shall not
exceed the actual cost of such alteration;
Explanation: =~ _ o '
the entity shall webhost the- guidelines, prescribed form and
standard schedule of rate for various bills of material and
: labour charges in this regard;
(iii) on acceptance by the consumer, complete the works relating
 to the alteration in the connection within thirty days;
(iv) In case the entity rejects the request of the domestic consumer
- for such alteration on technical or safety considerations, it
" shall inform in wntlng, such reasons for rejection within
fifteen days. : -

(b) in case of a request for change of consumers name against consumer

(c)

registration number, the entity shall-

i verify that the person making such’ a 1eques* is the new lawful
owner of the premises or such application is accompanied by a
consent letter from the existing consumer - in whose name the
connection is registered; o

fi) verify the status of transfer of refundable secunty deposit from the

- previous owner of the premises to the new owner;

(iti) - subject to verification, carry out the change in the name against
the consumer reglstrauon number within a period of seven days of
receiving the request; and - ' :

(iv) . inform. both previous and new owner of the premlses of such

- change within thirty days:

Provided that in such cases where refundable security deposit is
not available for transfer, the entity may seek fresh refundable
security deposit from. the ‘new: owner of the premises as per
regulations. :

in case of death of an emstmg domestlc consumer, the connection may be

_ transferred to his legal successor subject to-such requlrements as the

(@

3460 GI/2010-—4

entity may specify.
in case of requést to shift the domeshc connection to new premlses
within the same geographlcal area of the CGD network, the entity shall-

(i) verify the lawful ownersh1p of the new prermses by the consumer

making the request; :
(i) examine the technical feasibility of prov1d1ng connectxon in the new
premises; . : -

(iiy).  provide the connectxon w1thm 30 days in the new premises and
charge the consumer an amount not exceeding the actual cost of
such shifting; '

fiv) inform the consumer. it writing in case prowdma connection in the
new premises is not found feasible on any ter‘hmcal or safety.
consxderatlon within 15 days of such request
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(9)

in .case .of complete demolition of a prermses with ‘an existing domestic

connectlon the entity, on teceipt of a request for d1sconnectlon from the’
_ consumer, sha]l remove the meter and other equipment within a penod of

5. Obligations of Consumers.‘ e

W

premises only and shall not re- supply to any other person under any
N ' circumstances. : : »
(2. ;"Consumer shall mform the ent1ty before any change -of ownersh;p of -
. - premises ‘and clear all pendmg arrears and apply for “No dues .
s Certlﬁcate and obtam refundable of secunty deposrt from the ent1ty
(3)‘ The new owner of the premises may apply to the ent1ty alongw1th
ce "necessary documentation and security dep031t
"~ [4) - - The consumer shall not alter the PNG connection that has been
-+~ provided within the premises without the consent of the. entity. .
(5) . ‘The. consumer shall follow the safety guidelines notified by the enuty
.~ or any other statutory authonty regarding supply of gas.
(6) The consumer shall promptly report about any damage to or leakage
o .from any ~of the equ1pment ) ,
' (7) .. The CNG consumer shall ensure mstallat10ns of approved kit and
) "cornply w1th safety gurdehnes 1ssued by the concerned authonty

. 6 Metering

30 days from the prermses of the consumer and in case the consumer so’

desires, reconnect/the same in the reconstructed premlses at the cost of
consumer. ' : -

FANN

,Consumer shall make use of the PNG supply for the reg13tered

(1) Every ent1ty shall comply with the following code of practlce with reference to

metermg of domestlc commercial and industrial consumer, namely:-

- (a) all connections shall have duly certified gas rnetermg equipment; |
(b) metering equ1pment installed shall comply with the prescnbed
“technical standards as well as accuracy standards; -

-~ (c) in case of- existing domestic consumers being served: wﬂhout :

metering equrpment the supplymg entrty shall subn'ut a time
schedule - to thé -Board for upgradatlon of such services with
meters and 1mp1ement ‘the same" wﬂ.hm the prescribed - t1me
. .'schedule _
(d) metermg equrpment shall be sealed and: have appropnate
’ »'protectlve devices to prevent or detect mterference or tampering;
 (e) meter shall be maintained and kept- in ‘working condition at. all:
- *_txmes to ensure that the bﬂhng is to be done as per actual meter
readings; '

(f) in case the meter of a domestrc consumer is not read durmg any

bﬂhng cycle due to reasons attributable to. the entity, the entity

¥ may seek information on current reading of the meter from the -

v

v
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—.consumer and base_its billing on. the feedback received from the -
consumer. ' -

'(g) in case the meter is not read durmg any bﬂlmg cycle due to

" . reasons attributable to domestic consumer, the entity shall send a
provisional. bill based on average consumptlon of the last ‘six-
- billing cycles;

(h) the amount paid by consumers against. prov131ona1 bills or bills
based on consumer feedback on meter readings shall be adjusted
against actual meter ;eadmgs as and when such readmgs are
taken; ., : :

(i) -only actual bﬂls shall be ra1sed for the commercial and mdustrlal .

~ consumers.

() the entity shall indicate in the monthly invoice the schedule
window for reading of meter area wise so that consumers would be
prepared and- X

(i) if meter is rendered macce331b1e on three consecutlve bﬂhng
cycles by a domestic consumer, ‘the ent1ty shall serve a
seven days’ notice to consumer under proper receipt to keep
‘open the premises for takmg meter readmg on dates and
. " time indicated in the notice;
T ‘ (ii) if the consumer fails to comply Wlth such notice, the entity
’ - may disconnect the gas supply;
- (i) in case of request for a special reading of meters beyond
‘ ' working hours or on a- holiday due to non availability of
- : - consumer during the normal working hours, the entity may
‘ do so at reasonablé cost to consumer;
(k) the entity shall conduct periodic inspection or -testing and
calibration of the meters as apphcable and replace defective
~ meters within seven days; _
(1) the entityshall keep the followmg records while the meter is in
service, namely:- :
(i) 1dent1ﬁcat10n and locatmn of the meter;
(i)  date of installation; - '
(iii)  serial or assigned meter number;
(iv) ~ meter testing or calibration records;

(m)the entity must retain all metering information regarding supplies
for at least previous, twelve months except for disputed cases for '
: . which records have to be retained till resolution of dispute
(2) consumer shall comply w1th the followmg obhgahons with respect to
metenng of PNG, namely:- '
" (a) consumer shall provide sultable and adequate space for mstallatlon of
- meter and its safe custody; . :
(b) consumer shall provide right of access to the authorized agent for the
purpose of reading, repairing, replacing or testing of the equipment
-and the authorized agent shall carry proper identification and
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authonsatmn documents fa1hng which the consumer shall be at hberty _
‘to deny access;

(c) in case a consumer d1sputes the meter accuracy- :

@)

(@)

(i)

@)

-

; :(vi)'

A 'BILLING;/

(1)

he may; after paying. prescnbed testlng fees -get the meter tested
by the ent1ty, : :
the entity shall test’ the meter \mthm ﬁfteen days of receiving. such o
'request by glvmg at least seven days. advance notlce to the
consumer; ' '

the ent1ty shall prov1de the duly authentlcated test results to the
consumer within ten days;’ : .
* in case:the meter is found to be defectlve the testlng fee paJd by -

‘the consumer shall be refunded and.dues; if any, based on the

correction is also to be refunded to the consumer by the entlty,

if upon inspection by the entrty e1ther Suo motu or on consumer’s
- complaint, the meter is found to be defective or damaged, it shall

be replaced within ten days and if the meter is removed for repair

or replacement consumer shall continue to get gas supply and the.
- bllhng for the period shall be based on average of last six b1lhng

cycles; - ‘

shall bear the’ consequent hab111t1es

.7

: Every entity shall comply Wlth the followmg code of practlce with

reference . to  Dbilling of domestlc commerc1al and mdustnal"
connections, namely :- ’ !

- (a) raise bills for domestlc consumers w1th a b1111ng cycle not-longer

than b1monthly, 5 -

: (b) notify area or dlstnct or cn'cle wise blllmg and payment schedule

_ “and raise the._ bill’ for -any b1111ng cycle -based on actual meter
readings only; .

~ {c) upgrade: bﬂhng procedures from tune to time to accommodate

advance lump-sum payments, online payments, smart cards or any

other such schemes which would fac111tate consumers’ payments
and also prowde detaﬂs of such procedure on its website; ‘
(d)  raise ‘the bill at least fifteen days before the due date of the
~ payment for domestic’ consumer and seven days before due date for

commercial and industrial consumers, ' : L

(¢) - issue the first bill only after energizing the connection; '

f) issuea duphcate bill free of cost, if requested by the consumer ,

(g) resolve the issue within ten days in case it is established that the .
meter readmg is not correctly reflected in the. bill; o
(h) reflect ad;ustment of any excess payment made by the consumer in = .
~ the subsequent bill failing which interest on the ‘excess payment

if it is established that the meter got burnt or damaged or .
- tampered with due to reasons attributable to the consuimer,. he -
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' shall be payable by the entity at the prevailing Prime Lendmg Rate
(PLR) notified by the State Bank of India; ©
(i) the bill shall contain following details, namely:-
(i)’ Consumer.details: Account Number, Name Addless Phone
number; ) ’
(i1) Consumptlon detalls consumer category, * consumption
‘ details, date of reading (old, new and next due on);
(iii) - Network Tariff, Charges for. the last- mile connectivity if
applicable, taxes, levies, the sale price charged for supply of
" gas, penalty chargeable for payment after due date and total o
- dues payable;
(iv) in the case of CNG consumer, the ent1ty sha]l also indicate the
compression charges for CNG; :
(v) in the case of domestic consumers, the entity shall mdlcate
additional parameters, namely, average consumption in the
last six months, excess payments made by consumer, if any,
~_other charges if any, collected by the entlty from the consumer
during the billing cycle etc;

(vi) the invoice shall also indicate the .entity related details like
Name, Address and Telephone numbers of Bill Collection
Centre, their timings, Incharge-Complaint Rece1v1ng Cell,
Nodal Officer and Appellate Authonty for dealmg with
consumer complamts . -

(]) if the meter is found to be defective and the supply is contmumg
the bill for such period shall be based on average consumptmn of
the last six billing cycles; ~

(k) the entity shall acknowledge nnmedlately any complamts filed by
the consumer on billing;

() there shall be a provision for the consumer to lodge ‘the complaint
through email also; ’

(m)the complaint shall be addressed within ten days and if additional
time is required, then, it has to be conveyed to the consumer along

~ with reasons thereof;

(n) in case of consumer’s request for ﬁnal bill settlement _the entlty :
shall arrange a spec1a1 meter readmg for final bill within seven days
and - : :

' (a) final bill shall be generated W‘lthln seven days of the closure

' _of gas supply;

(b) once the final bill is rmsed the entity shall not have any right to

recover any. charge other than those in the final bill.

8. Disconnection of PNG Connection.

(1 ) Dlsconnectlon bxthe entity -
(a) In case of a domestic consumer defaulting on.payments, the ent1ty

may issue a notice for a period of. not less than fifteen days and
* disconnect if the payment is not received within the notice period. N

3460 G1/2010—5
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. (b) The entity shall give written notice of not less than seven days before
service is ‘disconnected on any one of the’ followmg reasons, namely:-
(1) for violation of the terms of contract; ~
(11) for using the,equlpment wh1ch adversely affects the entltys
- services to other consumers, : ~ : .
(i)  on rendenng the premises maccesmble to the entity for three
B consecutive billing cycles for reading of meters
_ (2) D1sconnect10ns (consumer- initiated) ' - "
(a) In case of temporary disconnection requested by a domestlc consumer,
the entity may charge maintenance costs for the connectlon but the ‘
. secunty depos1t shall not be refunded: : : :
(b) In case of permanent disconnection, the- consumer shall apply for -
- . refund of security depos1t in the prescribed pro- forma and :
. (i) . - the final bill for such consumers shall'be raised by the entity as -
' -per procedure indicated i 1n regulations above; E
(i) the disconnection shall take place w1th1n fifteen days from- the ,
’ ~ date of receipt of consumer request. ‘
{3) Theft and unauthorized use of gas connection
‘() In case of theft of gas supply by the consumer the entity shall
disconnect the  supply and seize all matenal ev1dence from the
' premiises and- ﬁle a. case agamst the consumer W1th a copy to the
: consumer ‘ ' :

|t

9, ‘Quality of Seriiice pertaining to CNG station. -

(1) Flllmg t1me : : : '
(@ . the ent1ty shall endevour to minimize the time taken for ﬁ]llng,
(b) . in.case any consumer is tufned away either for want of gas or
' ( madequate pressure or failure of equipment, such details shall be
~ recorded and subrmtted alongwith Annual Returns in Schedule I-
‘ "to be filed by the entity with the Board. A
" (2) The followmg basic amenities shall’ be prov1ded at ‘CNG statlons

(a) -~ safe and potable dnnkmg Water S

() free air; ,
(c) - clean and funct10na1 toﬂets
(d) =~ consumer-complaint box; :
(€) safety kits, fire extmgu1shers and other safety related equipment;

- (f) shelter for passengers off loaded before reﬁlhng of vehlcles on a
" best endeavour basis. SR
(3) The entity shall also prommently dlsplay names. and contact numbers of ,
_persons respons1ble in. case of emergency '

10. NetWork‘ interruptions.

(1) The entity shall comply w1th the followmg code of practlce with reference
to planned network interruptions, namely:- -
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(a) any. planned interruptions concerning dxstnbutlon resultmg m
partial or full curtailment of gas supply to consumers shall be kept

at the minimum;

(b) the entity shall serve at least two days’ notice to consumers before
any planned mterruptlon in gas supply,
(c) the entity shall ensure minimum guaranteed service rel.ab1hty level

as below:

- Consumer category

Maximum number of
interruptions in a year

N

domestic . 6
commercial and industrial 10
CNG station

12

(d) these interruptions indicated above are excludmg any mterruptmns '

due to force ma_]eure or contractual mterruptlons

~

. (e) every entity shall comply with the following code of practice with

- reference to unplanned network interruptions which include non-

contractual interruptions resulting = from
leakages, mechanical pipe or plant failure, third party
actions or any other such cause;, namely -

set up an emergency response team

capacity,

inadequate network

for handling any

unplanned mterruptmns and. specify respons1b111ty chart
for its officials in times of emergency:
(if) set an emergency response time to address an emergency

situation as a first response to make the system safe;

(iij  provide ._real‘ time information to affected parties about

nature

-

Complaint Handling.

manner and time frame

arrangements, namely -

of interruptions and
interruption.

expected duration

of

The entity shall ensure that all complmnts are resolved in a reasonable

the entity shall provide a Consumer Complamts Cell Wlth the followmg

(a) a twenty four hour Consumer Complaint Cell where the
complainants can register their complamts either persona_ll_y or B
through telephore or through e-mail; '

(b) the-entity shall ensure that Consumer Complaint Cell:-



THE GAZETTE OF INDIA : EXTRAORDINARY [PART II——SEC 300)]

- - (1) reglster each. complamt by -allotting a unique -identification
C o number to be called the docket number and commumcate
docket number to the consumer. : ‘

(i) intimate the action taken on the complaint to the consumer -
- through telephone or other electromc means or any other

_ .- . means. ' _
(i) mtlmate contact deta1ls of the Nodal Officer (1nc1ud1ng h1s :

- name, telep‘mne number and address) to the consumer to
whom: the consumers may approach directly in case the
complaint- is not resolved to, the sat1sfact1on of the- '

/ .consumer;. - - s
() the entity shall also nommate an Ombudsman who is not an
_ employee of the entity, with the prior approval of the Board; .
~(d) the Ombudsman so appomted shall have appropnate Junschctlon :
.to. address consumer complamts not resolved at the Nodal Ofﬁcer S
level;, : : 3
(e) ‘while the Ombudsman ) dec1s1on shall be blndmg on the enuty, it
( . shall not detract from the consumer’s nght to approach ‘an
“ N appropnate forum for pursuing h1s complamt if he is not satisfied .
vmth the Ombudsmans demsmn - o |

‘ 7’ (3) The entlty shall mamtam a database of inforthation regardmg complamts'
redressal and -submit "an- “Annual Returns” to thé regulator as per
- Schedule -I. ‘ ' - " ' B

. (4)‘ ' The entlty shall appomt an mdependent th1rd arty with the prior

‘ approval of the Board to carry out annual consumer sahsfactlon surveys on a

smenuﬁc sample of consumers; Co e -

(a)- the - survey questlonnalre shall be. formulated by the ent1ty in -

- association with the third party consultant;: : )

'(b) the ﬁndmgs of the same shall have to be aggregated analyzed and‘
."submitted tothe Board .

; Schedule I - Annual Retume .

N .(I:[See regulations 9(1) (b) and 1'1_(3)]_;

Information required tobe ‘submitted in the Annual Returns

\

S 1s Techmcal ' , ,
(1) The quant1ty and specification of each . type of gas entermg the L
d1str1but10n system from each source’ S : _

(a) summary of results of tests conducted to ascertam metermg accuracy

(b) information in respect of: SRR ' y :
G acc1dents or emergencres ﬁre explosion; near-miss 1n01dents

: ’ leakages if any, durmg the year .. .
L tii) the number of disruptions, the’ causes for d1srupt10n the. :
> number of incidents where gas supply could not be restored
\mthm six hours, o : o
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(i) total quantlty of - gas d1str1buted to dlfferent segments of
' consumers.

2. Consumers:
~ (a) Consumer Numbers:
(i) total number of consumers;

(i) number of new consumers added- in each segment along with
. annual gas consumption; :

" (1) Network Tariff, , compression charges penalty charges for

payment after due date collected during the year;
(iv) month wise weighted average price at which the gas was
- purchased by the entity and the sale price charged for each of
" the consumer segments for supply of gas during the month;

~

(b) disconnection for non-payment and re-connection:
() number of reminder notlces d1spatched to each consumer
. segment; - : 4 '
(i) number of dasconnecuon not1ces dispatched; -
(iii) number of actual dlsconnectmns, '
(iv) number of actual re-connections on the same name.
(c) Disconnection and re- connectlon on other grounds - -
‘ () number of d1sconnect10n notices d1spatched to each consumer
segment;
4(ii)- number of actual disconnection carried out;

3. Comglaints: » v
(a) total number of consumers’ complaints from each consumer segment;
_(b) consumer complaints shall be categorized under different consumer

segments and action taken on complamts shall be submitted as- per
format glven below: ’

, No.of - |percentage | Mean Time: | Number of
. QoS ccmplaints"' complaints | the average complaints -
Parameter . | per 100 .| resolved time taken | pending for
(Benchmark) - connections | within - to resolve a | over a
. : + | per month | week complaint = | month
Activation / : P
Refund g v S
delays X : -
Faults/
ﬁisru’ption/ ‘ : ]
Delay in I B : 1
‘restoration ‘ : ' ' '
Pressure/Qua
lity /other
parameters of
‘gas /
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‘Billing/
Payment -~
'_Others e

/ . i~
B

Regulatory Comphance Plan :
‘(@) details of ‘the _entity’s actual performance agamst the standards

- indicators and targets issued by the Board as per service. obhgahon
(b) if the performance is. below the targets specrﬁed the entity shall
provide the reasons for the failure to meet the targets and strategles

for ach1ev1ng the targets

Rel1ab1htv of Supplv o
(a) unplanned interruptions to supply— for each mmdent

" (1) reasons for the interruption,;

(2) duration; =
(3) number of consumers affected

(b) planned interruptions to supply- for each mcxdent
- (i) . reasons for the. 1nterrupt10n oo

(ii) duration;
(i) ‘number of consumers affected
(c) month wise humber of 1nc1dents in whrch CNG Consumers who could not

be supphed gas due to quality, quantity and pressure 1ssues or equlpment
failure at the dlspensmg statlon s o y

: : o [F No. S-Admn. /II/8/2010]
 RATANP. WATAL Secy.
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