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Government of Fm%:m:g
Energy Department

Annexure-'A'

Citizen Charter & Grievance Redressal
System -




y Energy Department

| 15%

"Annexure - A"

_ e
~ CITIZEN CHARTER AND GRIEVANCE REDRESSALSYSTEM = : .
The charter provides information for some of the common service parameters of JBVNL ncsmczﬁﬁm.
The consumers shall consult JBVNL officials or refer w?:a..:d of mﬁ.momamnnn Wmm:—hﬂosw. 2015 (http: \\.‘mmq.n oﬂaxﬁ&wﬂnnzFﬁqzm\veﬁlmohm pdf) for other service vm?:swwﬁ
which are not covered in this charter. .
z ; Standard Timeline for i N d
; Services completing Service Standard Fees Documents Required Process Compensation* Alnpahctontacy :
No. s : : details cm rcﬁ: Ommnan
Request 5
» Under SAUBHAGYA Scheme new connection will be pro
| free of cost to all Rural (BPL & APL) & Urban (BPL)
Consumers.
. Release of Supply with
1. Proot of identity- Voter 1D/ existing network: Rs, 50
Driving License/ Audhar Card for each day of detault atter
Consunters not covered under SAUBHAGYA (Urban -APL) ete. (Any One) 30 days of receipt of
s scheme will be lable to pay the fullowing charges: 4. Prouf of ownership/ i
L .PH...»U__C. tion Fees: oceupaney - land deed/
Bomestic (Others)= Rs. qu Online: Login on SUVIDHA | Release of Supply when | 0 W v s
ase of connection Commercial (1 Phase)= Rs. 40 portal, upload the network expansion ¢ S\.,o :ﬁﬁwwwﬂmwmb it
s within 7 days (Upto 150 rc:::c‘_,:”.: (3 Phasc)= Rs. 75 documents and raise the required: Rs. 50 for cach N W_an e
KVA) without network Other H.__ Cutegon Lo Rs. 10 request yuoting conswmer  |day of defavlt after 45 duys vh ,
extensioll, 2. Security Deposit: ) ; uumber. (fur Urban) and 60 days (for S
1 |New Connection et s of security amount as provided in the table below. | Nge; o set ofapplication form is Rural) of receipt of Note: if the
Release of connection 3. Service Connection Charges (Labour Charges): required - one for submitting to - | ln Person: Submit the application c r.u m . Taifitis
within 15 days (Upto 150 Rs. 155 (Single Phase) JBVNL office and vther for required documents at Sub- Fg:rv_\nonw_*t R
; y Phree Phise T 2 Lo . inresolve e Cons r
KVA) with network Rs. G:... (Three _._Z.,”C . retaining as received copy, Division Office or at CSC Compensation J__Zruw _”.n 1t wamnw._uv_:_ms.w._ a
extension, 4. Service O_.w:_»nr.:c: Kit: Note: (Pragya Kendra). procedur M Nﬁ..f% H..n:_u o mrev%mwv?
Rs. 3382 (Single Phase upto 4 kW) 1. Retain a copy of the received In Person: Submit AEsiiivg ShommentEsl
9 ) ' DR oyee . . . ;. N . .
Rs. 12299 (3-Phase 5-10 kW) application form for future compensation application
Rs. 14332 (3-Phase 10-30 kW) ) ) reference/claims. along with the receipt copy of
Note: Monthly meter charges will not be applicable in case 2. Soft copy of the documents is application form to
%o constmer pays service connection kit charges at once. to be uploaded in the portal for respective AEL.
) Note: The consumer shall choose the option for meter online applicants. Online: Fill the claim form
procurement in the application form for procurement of meter in SUVIDHA portal,
= and JBVNL shall supply hiny with the list of approved vendors,
- JBVNL shall test, install & seal the meter,
Call on electricity complu Compensation: Rs. 25 for  |ALE of the respective sub-
numbe :.c 12" and Toll free|each day (24 hours) of division office.
Rs: 30 for Bourd fuse due to fault of consumers (Payable with number: "18003456570/  |defiu .
% 18001238745" Phone:
4 hours (Urban) & 24 energy bill) .
2 |Notmal Fuse-off hours (Rural) from the Rs. 30 for Consumer fuse (Payable with energy bil - ; CUihEnsation "
3 . In Person: Notice should  |procedure Note: 1f the
- time of complaint : e ) ’ . ) i e
o G e : ; i be sent to the Distribution  |In Persun: Submit request/complaint is
(T'he cause of tault shall be determined by the respeetive ALE) : ; s : A
. Licensee's local office or call {eompensation application. - |unresolved the consumer
centre or, to the nearest sub- [Online { shall contact the respective
station. in SUVILHA portal, Executive Engineer (EE).
Online: Login on SUVIDIA Fc::.‘.r.:v.ﬂn._::",_mm 15 ReL i ;
- day afte: expiry of standard  |AEE of the respective sub-
portal and raise the request | i
= S . © [timeline. - division office
: quoting consumer number
Name:
illing is = 2 days i ition: 1. Filled Application form . o 3 nsuti P 3
Billing issues 2 duys if c.&E_:c:: 1 C:: ppli t oS bt filled Compensution Phone
Resolution of data is required , 2, Copy of last two mouths : y procedure:
: 8 3 . | No Fees . S tion form along with X : -
complaints on 7 days it additional details electrivity bill fur reference in e o Subinit Note: Ifthe
: : ik} 2oy last 2 months bill/ payment ; - L.
consumer's bill / are required case of oftline cu receipt tion application request/complaint is
. : . Noter Retiin a/copyaf the m__c:m wilh :,,m receipt copy of [unresolved the consumer
. . . Setateaap o ot TG application forn. shall contact the respective
POt _.S.c_.e:n,n\&_:_:m Online: Fill the claim form | Executive Engineer (EE).
. o in SUVIDHA portal. :
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Standard Timeline for

. CITIZEN CHARTER AND GRIEVANCE REDRESSAL SYSTEM

Name and contact

Services completing Service Standard Fees Documents Required Process Compensation® : e
No. ST ! B o ¢ 9 P details of Local officer
Request ;
gorva o . . “ompensation: Rs grs oy ¥
1. Filled application form. Online: Login on SUVIDIA M_n: w_u.r. cﬂ‘n__ :“_HM .”:mM.E_ ALLE of the respective sub-
2. Copy of latest bill duly paid. portal and raise the request i ) division office.
o s g ' ; . : :  |expiry of standard timeline
- ' Application Fees 2. Copy of Identity proof. quoting consumer number. . Name:
: " ; p " ot Sl S - Compensation
¥ Within 3o days from Domestic (Kutir Jyoti)= Rs. 30 3. Proof of owne > / legal In Person: Submit tilled Phone:
Name correction, -t : . . procedure:
: receipt of application and | Domestic (Others)= Rs. 40 occupancy of premises, . :
4 |address correction/ v ) ; s ] o In Person: Fill 3
. R payment of necessary Comumnercial (1 Phase)= Rs. 40 4. Registered deed/ Succession | last 2 months bill/ payment ] s o Note: If the
ownership transfer 4 . e \ compensation application ! 3
charges Commercial (3 Phase)= Rs. 75 or Legal Heir certificate/ receipt. e vithith receiD copibE request/complaint is
Other L1 Categories= Rs, 100 Mutation deed (if any other Note: Retain a copy of the - %E:c: form : PY O nresolved the consumer
ducument, received application form for |’ ppil 3 e shall contact the respective
[ lease specify) future reference/claims Onfine: Fill the clainy torin Executive Engineer (EE)
. G st ; Executive E
4 pheass Shesiy in SUVIDHA portal. &
. . Compensation: Rs or : ;
L . Online: Login ou SUVIDIA L i i 158 ,mc‘:.: AEL of the respective sub-
Application Fees cach day of default after S i
: ) portal and raise the request division office.
. Domestic (Kutir Jyoti)= Rs. 30 :
; quoting vonsumer number. A Name:
. ’ Domestic (Others)= Ks. 40 G : e Compensatior
. Within o days from d ; ’ % 1. tion form. In Person: Submit filled Phone: _
Change of Cat / |receipt of A | e al (1 Phase)= Rs. 40 inspection report. [application form along witl phycadures
ange utey eee : : : 2 ot sport. | : v .
5 g ttegoty/ | receipt ot upp . Commercial (3 Phase)= Rs. 75 _ A Spe P t._ 5 " [In Person: Submit ;
Load Enhancement  |payment of necessary Yoy s 4. Copy uf lust two months last 2 mounths billy payment : o~ Note: If the
Other LT Categories= Rs. 100 i ; ; compensation application i
charges e ty bill/ money receipt. receipt. : . .| request/ecomplaint is
i ; ulong with the receipt copy of
| ; ; i i ; Note: Retain a copy of the . 4 unresolved the consumer
Noute: Applicable Differential security deposit shall be paid in ; s o g : cation form. i .
| ed application form tor shall contact the respective
se of load enhuncement, e ill the Executive Engineer (EE)
m ¢ in SUVLDHA portal. . eLngines '
|
.
i g ¢ . . Compensation: Rs 25 for s :
Application Fees Online: Lugin on SUVIDHA S b ALE of the respective syb-
: ; : ) cach day of default after e /
- Dumestic (Kutir Jyoti)= Rs. 75 portal and raise the request . ; i division office.
4 < expiry of standard timeline.
Doumestic (1 Phase)= Rs. 75 quoting consum Conipeiisition Name: o
Reconnection of Within 24 hrs (Urban)/ Domestie (3 Phase)= Rs. 150 . G B : Submit filled DI Pho
% i 4 5 1. Filled application form. b 2 procedur
. |supply following 48 hrs (Rural) of receipt | Commercial (1 Phase)= Rs, 75 - i application form along with , .
6 : x i Y 2. Cupy uf last two months . In Person: Submit ;
disconnection due to |of payment trom Conunercial (3 Phase)= Rs. 150 i : =R last 2 months bill/ puyment i - Note: If the
: ey : electricity bill/ money receipt. S compensation application —
non-payment of bills [consumer Other LT Categories= Rs, 600 receipt. i -|request/complaint is
i ; along with the receipt copy of
Note: Retain a copy of the rrs A unresolved the consumer
. S . . X i T . |application form. 5
Note: Recunnection shall be processed only after previous received application form for Ourlires Bl the clalmfanm shall contact the respective
:s und applicatio s are paid. future reference/claims. : : 5 Lxecutive Engineer (EE).
dues and application fees are paid 1 cefelaims in SUVIDHA portal ¢ g (EE)
" : s . Meter test wheh aceuraey is disputed by consumer.
Inspection & testing of i e e ¥ ot y
R 9 5 : mpensation: Rs 50 for .
meter: 7 days (Urban)/1 3 phase= Rs 200 Online: Login on SUVIDUHA Campe ; R ALE of the respective sub-
days (Rural) . 2L : . |each day of default after S
Replace portal and raise the request o 3 division oftice.
et & 5 2 expiry of standard timeline.
defective/non- quuting consuimer number. ; Name:
8 g ; i S . e Compensation
working met . Application Fees for replacement of meter: G o In Person: Submit filled Phone:
(IS pechiGiamd Replacement of meter: 5 Boistic (KUt Jyoth=-Rs. 20 ed application form. application form along with procedur
7 |& DEpectioany days (Urban)/15 days SURESH Y -3 Copy of lust two months ; ’ In Person: Submit

replacement of slow,
fast/ creeping, stuck-
up meters or burnt
meter)

(Rural)

Domestic (Others)= Rs. 40
Commercial (1 Phase)= Rs. qo
Comumercial (3 Phase)= Rs, 75

Other LT Categories= Rs. 100

L cuse of JBYNL mete
rom the consumer for

:d no charges to be recovered
ent of meter.

J money receipt.

last 2 months bill/ payment
receipt.

Note: Retain a copy of the
received application form for
future reference/claims

compensation application
alung with the receipt copy of
application form.

Online: Fill the claim form
in SUVIIZHA portal.

Note: If the
request/complaint is
esolved the consumer
hall contaet the respective
Executive Engineer (EE),

er

Daoa.?



AN

CITIZEN CHARTER AND GRIEVANCE REDRESSAL SYSTEM

Standard Timeliné for
completing Service
Request

& Services
No, :

. m»m:mmma Fees

Documents Required

Process

Compensation®

Name and contact
details of Local officer

feasibility upon receipt uf
cation and inform
astimated cost to
consumers wit} 10 days
(Urban) & 15 days (Rural).

8 |Shifting of meter
7 days after payment of
necessary charges from
| consumer and receiving

Ks. 100 (1 phase): Payable with energy bi

Rs. 200 (3 Phase); Payable with energy hill,

spection report

oceupancy of preniises.

Ounline: Lugin on SUVIDHA
portal and raise the request
quoting cousumer number,
In Person: Submit filled
applicatio
last 2 months
receipt,
Note: Reta
received appl

4 copy uf the

tion form for

Compensation: Rs 50 for
vach day of defuult after
expiry of standard timeline,
Compensation
procedure:

Inn Person: Submit
compensation application
alung with the receipt copy of
application to m,

AEE of the respective sub-
division office.

Name:
Phone:

Note: If the
request/complaint is
unresolved the consumer
contact the respective

done within 7 days from
issue of No-dues
certificate,

Disconnection e
4 . 1 Final bill will be served

FEQHEST within 15 days of
application,

2. Nu-dues certificate to
beeollected from
Ristribution Licensee
fter final payment,

Application Fees

Domestic (Kutir Jyoti)= Rs. 75
Domestie (1 Phase)= Rs. 75
Donmestic (3 Phase)= Rs. 150
Commercial (1 Phase)= Rs. 75
Comme
Other

"Cuategories= Rs, 300

Note: Disconnection shall be processed only after previous

dues and application fees are p

al (3 Phase)= Rs. 150

cation fu
2.Copy uf fust two months
cleetrieity bill/ money receipt,

Online: Login on SUVIDHA
portal and raise the request
Guuting consumn uib
In Person: Submit filled
application form along with
lust 2 months bill/ payment
receipt,
Note: Ret
received ap
future reference/claims.

| " . |necessary clearances, if A it e Online: Fill the cla R o e bl
required from respective tuture reference/cluims. in SUVIDIIA portal, Executive Engineer (EE).
. Disconnection will be

ALL of the respective sub-
division oftice.

Name: __

Phone: ) _
Note: If the
request/complaint is
unresolved the consumer
shall contact the respective
Executive Engineer (EE).

24 hrs (Urban) /48 hrs
(Rural)

No I'ees

No Doe

Call un electricity complain
nunber "1g2" und Toll free
nutiber: "18003456570/
18001238745"

In Peeson: Informatio
nearest Sectivn ottice or Sub-
Divisiun Office.

Compensation: Rs 25 for
each for cach affected
consumer for each case of
default,

Compensution
procedure:

In person: Each affected
tehall need file
ativu for compensation
at JBVNY ice,

the claim form in SUVIDHA
portal,

AEE of the respective sub-
division office,

Name:

Phone;

Note: Hthe
request/complaint is
unresoived the consumer
shall contact the respective
Lxecutive Engineer (EE).

Step-2: The consumer shall pay p

Step-3: If consumer does not pay the due amount within stiputated time

Step-1: JBVNL will send a reminder notice anytime within 7 days after expiry of due date
fal or full bill amount with penalty charges within 15 days from the
line, electricity supply of the consumer will be disconnected.

ity bill by consumer:

Citizens have rights to services & compensation but also have duties to pay their electricity bills in time
Disconnection of supply against non-payment of ¢lects

In case of puyment default beyond the due date of bill,

registere

d post & SMS.
date of post of the reminder notice.

«In ease of non-payment of bills, JBVNL will take following measure;

* Important note for claiming compensation
1. The consumer while filing a complaint in person
2, No claim for compensation shall be entertained
3. Consumer having arrears payable to JBVNL

or load more th

shall make sure to retain a copy of application form and complaint number,
if complaint is lodged after 15 days of the oceurrence of violation of timeline of guaranteed standards,
sunctioned load ur compluint registered under section 124 or 135 of Electricity Act will not be entitled for cotpensation for delay in service,
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**SECURITY DEPOSIT TABLE FOR NEW CONNECTION
: ‘ Security charge (/kW/HP/ kVA) for 2.5 months
- Category of :
el Sub-category of Consumer | Load | Energy nrm_.mm (Rs. per kw/ Fixed charge for per
"k : . - kVA/Hp) connecton rate
DS 1 (a) 100 W 20 40
~|DS 1 (b) 11 kw 860 75
Domestic
DS I 1 kw 1620 125
DS 1 1kw 2160 375
NDS | 1kw 1980 113
NDS NDS Il 1 kw 5960
NDS I 1 kW 6120 500
v IAS IAS | 1 HP 310
: IAS I 1 HP 530
w.jw Installation based 1 HP 4090
Demand based 1 kVA 4900
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