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Sir,

tetter No. I(k? Dated: >q lLtbE

Pleaserefertothesubjectcitedabove.Ihavebeendirectedtoinvite
your attention to the service ,,Resoiution of complaints on disputed electicitg bills"

oftheEnerryDepartment,notifiedvideGazetteNotificationNo.T/31/201a.3AR
dated 15.02.2016, wherein the XEN (OP) has been assigned the role of SGRA'

2. In the recent past, the Commission has received many complaints

regarding this service, especially through the Auto Appeal System (AAS) Portal'

uf,o., u 
"to".. 

examination to understand the reasons behind this spike in cases,

the Commission has observed that when the said service was notified on

15.02.2016, the resolution process was conducted manually' During this time'

the XEN (OP) had the power and direct control for the resolution of 
.billing

complaints. However, frim 2O2l onwards, the Enerry Department transitioned

to the Restructured Accelerated Power Development and Reforms Programme

(RAPDRP) System, which marked a shift from manual to automated online

resolution.WiththeimplementationoftheRAPDRPSystem,thepowersand
responsibilities for resolving billing complaints were assigned to the XEN (CBO)'

as detailed in Sales Circulai No'D-2512Cl22' The circular outlines the authority

given to the CBO to handle, review, and rectify billing issues after a Billing

Rectificatlon (BR) case is raised by the concerned Commercial Assistant (CA)'

Fromthis,itisclearthattheXENnolongerhastheauthoritytodirectiyresolve
billing complaints, which is now being done by the XEN(CBO)'

3. Section 17(1) of the Haryana Right To Service Act' 2014 provides as

under:-

-17(1)ftshatlbethedutaoftheCommissiontoensureproperimplementationof
thisActandtomake"'ggtttionttotheStateGouettmentforensuingbetter
deliuery of seruices. For this purpose' the Commission may' -

(a) to (e)

(fl Recommend- additiional seruices to be notified under section 3 and mag also

suggest modifications in th'e notifications alreadg issued for better implementation

of this Act"

In view of the above, the Commission is of the opinion that the servlce

" Resolution of complaint:s on disputed electiatg billd' should be modified

accordinglY:

HARYANA RIGHT TO SERVICE COMMISSION
6.c.o. N". saa s9 (2nd FLooR), sECToR l7-A, cHANDIGARH- 1600t7

website: - httDs: / / harvana-rtsc.qov in/ Telephone: Ol72-27\1o5O

The Chief Secretary to Government of Haryana,

Administrative Reforms Department'

Recommendation to change the Second Grievance Redressal

Authority (SGRAI for the service "Resolution of complaints on

disputed electricitY bills"
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r$ HARYANA RIGHT TO SERVICE COMMISSION
S.C.o. No. 3s & 39 (2nd FLOOR), SECToR 17-A, CHANDIGARH- I600 17

phone: O172-2711050

Scheme/
Service

E-mail: rtsc-hn@eov.in

EndstNo. /rJ? Dated: - zqlql*

AcopyisforwardedtotheACs,EnerryDepartmentwiththerequest
to convey the comments on the above proposal at the earliest to the chief

Secretary, Administrative Reforms Department.

Website: - https:/ /haryana-rtsc eov.in/ Tele

4, The assignment of the role of SGRA to the XEN (CBo) will reflect the

current ground reality and make the concerned officer responsible for resolulion

of the grievance. Itwill also enhance the Department's ability to handle consumer

disputes more effectively, ensuring quicker resolutions and higher consumer

satisfaction.

5.Inviewoftheabove,youarerequestedtoobtaincommentsofthe
Enerry Department on the Commission's proposal and notify the changes at the

earliest.
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(Sube Khan)

Under Secretaqr-cum-Registrar
Haryana Right to Service Commission
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Under Secretary-cum-Registrar
Haryana Right to Service Commission
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