CUSTOMER CARE ‘G/N" WARD

MANUAL

(CHAPTER II - Section 4 of RTI Act 2005)
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CHAPTER II — (Right to Information and obligations of public authorities)
Section : 4 (b) (i): The particulars of its organiation, functions and duties

The particulars of department :-

Address 2" Floor, Transportation Engineering Bldg., Tilak Rpa
Kingsway, Mumbai — 400 031

Contact No| 24141389 / 24146262 Extn. 555
(Tel.)

ORGANISATION :

The Customer Care Department of the Electric Susbnch is headed by Chief Engineer
(Customer Care) & further it is divided into threenes, viz. North (E), North (W) and South
for administrative convenience. The overall in-gJeaof the zone is Deputy Chief Engineer
(Customer Care).

The South Zone is again divided in four ward vizBA & D and North (W) Zone is divided
in four wards Viz. E, G(S), G(N) & SIMHA and Nor{k) zone is divided in two wards viz. F/S
& F/N. The overall in-charge of the ward is Divisal Engineer (Customer Care).

ESTABLISHMENT :-

The Chief Engineer (Customer Care) shall be overalharge of the Customer Care
Department. The staff of the Customer Care Depantiwensists of the Dy. Chief Engineer,
Divisional Engineer, Superintendents (ES), AssisEargineers, Dy. Engineers, Sub
Engineers, Charge Engineers, Asst. Administratiffe€ and subordinate staff as may be

sanctioned from time to time as per establishmemtdule.

The functions and duties of Customer Care Departmen-

To release electric supply under various categameeceipt of application.
Installation & replacement of meters.

Maintaining continuity of supply.

To attend on priority the Fire, Electrical Shockld@uilding Collapse messages.
Maintaining all records of consumers such as lgjltiletails and other related details.

Observing the Electricity Act 2003, Indian ElecitiycRules 2005 & MERC Regulations 2005
framed there under and suggesting amendmentsrto the

Providing liaison between the consumer and the Hakieg vis-a-vis all technical and
commercial matters and routine billing.

Installation Foreman’s Section i.e. installing newsters, C.T. meters, removing meters against



1.3.9

14

MRA's, replacing meters against SMS, Fabricatiom@# bus bar, maintenance, Erection of
new subs services, installation of prepaid metersReplacing meter for routing O.T. Replacing
meters against EDP SM advice. It also involve inngi of standard meter boards and SIMHA
97 boxes.

Taking monthly reading of consumers and supplyiecessary data to the EDP / Billing Engine
for billing them/ Attending all types of exceptiogenerated by the system and taking remedial
majors for attending these exceptions / Disconoadd Recovery of electricity dues

/ Preparation of supplementary bills in case oked&fe meters / Stopped / Burnt as per the
provisions of MERC Regulations 2005 under Secti®@41 / Preparation of claims for
unauthorized use of electricity under section 1P&lectricity Act 2003 / Attending all types
of billing and electricity supply related complant Reporting of fatal / Non fatal electrical
accidents as per Annexure Xlll to the competent@utty.

PROCEDURAL WORKING OF THE CUSTOMER CARE DEPARTMENT

Rules Governing the Supply of electric power :-

The supply of energy is normally governed by :

The Electricity Act 2003 & MERC Regulations 2005,amended from time to time.
The Electricity Rules made under the Indian ElettriAct.

The Bombay Electricity (Special Powers) Act, 194 #he orders issued by the Government
there under from time to time.

The Undertaking’s sanctioned conditions of supflgriditions and Miscellaneous Charges for
the Supply of Electrical Energy ;.

1.4.1 Service connection for low voltage supply :

1

Requisitions for electric supply under Electrichgt. 2003, clause 43 shall be received in the
prescribed form (Annexure-1) at all the wards oétomer Care departments by the Divisional
Engineers.

Every requisition for electric supply shall be acganied by a registration fee
of50/75/100/200 which is non-refundable.

1.4.2 Service quotations/estimates of costs :

1

Whenever a requisition is registered &g new service, Service Assistant for ServiGsS)
visits the site for getting details i.e. nearbyerehces (ADP No., Pole No., Name of Road or any
other reference) and prepares rough sketch. Thighreketch is sent to Planning Department.
A correct block plan (Service sketch) is receivemhf Planning, in which distributors, nearby
applicant’s premises are marked. SAS again visiesveith the sketch and marks applicants
premises and takes measurements from nearest qugptyto service cabin.



On sketch, applicant’'s premises is marked, propesedce cabin is shown, pipe  laying by
applicant in private property and by BEST in pulgiroperty is shown, manholes at each 15
meters are shown, also proposed ‘T’ of servicéa on distributor.

SAS prepares draft quotation and sends to DYE dhdoAapproval. After approval, service
guotation is prepared by the service clerk witlrcahditions and compliances mentioned
in it.

Applicant approaches with letter mentioning th& sbmpliances are ready. Same is inspected
by SAS and if compliances are done, payment, if ethereafter accepted.

After payment and paper compliances, service sketahe prepared and work order is sent to
Erection Department for execution.

After work completion report of laying service cals received from Erection Department, first
meter is sanctioned by DYE. (Annexure-5) Applicargkes necessary payment of connection
fee and deposit with Test Report (T.R) of LicenBésttrical Contractor (LEC). After payment,
Installation Inspector inspects site. If all neeggsequirements are met, then connection order
is sent to Installation Section to install the meted meter is installed.

1.4.3 Ownership of service lines :-

1

The service line is the property of the LicenseemMiypm it is maintained (Bombay G.R. No.
5365 of 02.10.1924.)

The Undertaking is, therefore, entitled to suppigrgy to other consumers through thisservice
line and in order that the staff of the Undertakingy have access to the service position for this
purpose, a written undertaking should be obtaimeth fthe consumer in the prescribed form

(vide Annexure- 6 to 9) to the effect that he woh&e no objection to the meters, switches,
etc., of other consumers being installed in thevals®rvice as and when occasion arise.

1.4.4 Wiring of consumers’ premises :

1

For the protection of the consumers and the publgeneral, it is necessary that the wiring on
the consumers premises should confirm to the In#iactricity Rules, and the Rules of the
fire Insurance Company in terms of which the buidis insured and be carried out by a
Licensed Electrical Contractor.

As soon as the consumer’s installation is completeal respects and tested by the consumers
contractor, the consumer shall have to submit ® Utmdertaking the Licensed Electrical
Contractor’s Work Completion Certificate and Tes{Brt’ in the prescribed form (Annexure-
11).

As required by Electricity Act 2003 , no electridgaktallation work (including additions,
alterations, repair and adjustments to existintaltaion), except such as replacement of lamps,
fans, fuses, switches and other component partheofinstallation as in no way altersthe
capacity or character of the installation, shalthaied out upon the premises on behalf of any
consumer or owner, except by an Electrical Contrdictensed by the Government in this behalf
and under the direct supervision of a certificdteampetency issued by Government.



1.4.5 Fixing of meters by the Undertaking :

1

Upon receipt of a work completion report and Tegp®&t, from the consumer’s LEC,

Undertaking shall proceed with the fixing of metarsl coupling them with the consumer’s
installation, preparatory to the inspection antinigf the Installation and connection of supply,
consumer’s Wiring contractor shall ensure that eastallation is properly identified by a tag

or otherwise at the point of supply and that sidfily long lead wires are providedfor

connecting the installation to the meters.

In case of installation already on supply requirangeparate meter viz. a sub division of an
installation, meters shall be installed after irctjp® and testing.

1.4.6 Inspection and testing of installations by the Utaleng :

1.

After the compliances are received, connectionroprepared for checking the installations.
The Undertaking shall notify the applicant/LEC, ttime and the date the Undertaking's
representative proposes to inspect and test th&llatgns, in cases where such appointments
are asked for. It shall then be the duty of the LtEB@rrange for his representative to be present
at the time of inspection to give the Undertakingits representatives any information or
assistance required concerning the installation.

No connection with the Undertaking’s supply mairsals be made until the consumer’s
installation has been inspected and tested by theektbking and found satisfactory. No
charge shall be made for the first inspection ast by the Undertaking, but subsequent
inspections and /or tests rendered necessary bfaatty and for defects found on the previous
test shall be charged for in accordance with theedale of charges given in our General
Conditions of Supply.

Before the insulation test of the installation akdn the wiring must be completed in every
respect. All appliances such as lamps, fans, caolaotors, etc. shall be connected, fuses
inserted or switches set in “ON” position before thsts are carried out. Temporary wiring of
fittings or dead ends shall not be included initieallation no part of the work shall be left
incomplete.

The Insulation Resistance (I.R.) of the entire alation to earth shall be tested from the
terminals of consumer’s main switch or fuses nlearservice position.

No connection shall be given unless the Serviceisfes® is reasonably satisfied that the
connection will not, at the time of making the cention, cause a leakage from the consumer’s
conductors and fittings exceeding one five thougaad the maximum supply demanded on
the consumer’s premises.

If after the receipt of the necessary test repantnfthe LEC the installation is inspected and
found to be defective and as a consequence oli@yscould not be connected, the consumer
shall be notified of the defects, by our notice EE.A/55 B (Annexure-13). In cases where
notice ESL — 55A is served, a second visit feeh@rged in accordance with the schedule of
charges, given in the General Conditions of Supply.

1.4.7 Issue of work order and connection orders :



1 Work order for laying, shifting or changing to heghcapacity of a service line is issued to the
Erection Dept. after all requirement are complieth\wide Annexure-36)

2 Connection orders for Tappings, Extensions, Palngiallation, Reconnections and / or
alterations to the existing load is issued to tigtdllation Foreman after all requirements are
complied with (Annexure-12).

1.4.8 Use of Consumer’s materials and Connection Orders :

1 Consumers shall not be permitted to supply nmedtefor erecting service lines. In special
cases and for recorded reasons, Consumer’s mateva be used with the permission of the
General Manager. This does not apply to temporampections given during the temporary
illuminations, etc. where sanction of the DivisibBagineer shall be sufficient.

1.4.9 Service Holders permission :

1 Service holders permission is not required bexalighe services up-to 300 meters distance
is laid by BEST free of cost.

1.4.10Disconnection of defective installations :

1 Whenever installations are found defective becatibeavy leakage which is likely to endanger
life and/or property, supply is immediately discented after verbally informing the consumers
under Electricity Rule 2005 and our standard ES& B3otice is sent to the consumer, within
24 hours (See Annexure-16) In case of disconneofiaiarge number of meters, a notice giving
meter numbers and defects is pasted at the sgrogiBon by inspection staff.

2 Whenever installations are found defective becaisminor leakage and / or minor wiring
defects constituting a potential source of dangelif¢ and/or property and waste of energy
and./or minor defects adversely affecting the negniahce and security of our meter installations
is also a possible source of danger to the consyroar standard notice ESL-38A (Annexure-
19 & 20) is served on the consumer, and if theaitegion is not put in order before the specified
date, the supply is disconnected by the Undertaking

1.4.11Un-authorized extensions :

1 Whenever unauthorized extensions on consumestaliations are detected, our standard
notice ESL 38 ¢ (Annexure - 25 to 28) is servedr@nconsumers asking him to regularize
the load and if not regularized, is processed ashgedirectives of the management by
initiating action as per provisions of section W &lectricity Act, 2003.

1.4.12Completion Certificate :

1 When the defects mentioned in the notices sdragd been rectified, the consumer shall
forward to us the completion certificate from thieicensed Electrical Contractors on the
prescribed form (See Annexure-29).

1.4.13Progress of Requisitions :

1 Enquiries from new applicants for supply of eneagy answered by our standard letter and



a requisition form is sent to the party (Annexuje-1

2 To ascertain the progress of work of any applicatitade by the consumer, the movement of
requisition is maintained in computer every daye Tnogress of requisitions involving new
service lines is maintained separately by serdiekk¢SCL). The progress of requisition where
T.C. is prepared is maintained separately by TIEkGT.C.C.)

3 Every requisition for electric supply is register@ud a registration number is given to each in
serial order and a receipt for the registrationggemssed. Details of name, address, load, purpose
etc. are entered in computer ward-wise.

4 For loads of 25 kW and above we prepare TC (Teeh@tearance)

) Up-to 75 kW load, TC may be cleared by D.C.E.C 1l nad may be sanctioned or it may be
forwarded to DEPL (N) as per DCE(CC)’s decision.

1)) Above 75 kW load and for each new construction $§Gent to Planning Department for
clearance.

i) TC from Planning Department may be cleared withréreark of (i) load may be released on
existing service, (ii) L.V. Network strengthenirggrequired to be done. (iii) Spare capacity is
available, (iv) Sub-station is required to be elsshld in applicant’s premises, etc.

V) TC comes to Customer Care Department after clearand then processed.

5 In case, it is not possible to connect the loadhenexisting network as per DEPL(N), advice,
negotiations for establishing a substation areai@tl and the load is released after intimation
from the Deputy Chief Engineer.

6 After the requisition is sanctioned, our requiretseare intimated to the consumer by our
standard ESL-4 letter (Annexure-10)

7 Whenever any application is incomplete or requether clarification, our standard letter ESL-
9 (Annexure-14) is sent to the consumer to caduatoffice.

8 In case the supply is to be given by laying a newise line in the building, after investigation,
a service quotation giving all our requirementsdat to the applicant (See Annexure-30).

1.4.14New connections :

1 Details of requisitions for new service cases aagtained in a special register by service clerk.

2 After the connection order of installation of metés issued to the Installation Foreman, the
progress of such connection is maintained in tmmeotion order register.

1.4.15Reconnection :

1 If for any specific reasons, such as defects etcthe consumer’s wiring the installation has



been disconnected, it is necessary for the constongy a reconnection fee according to
the schedule of charges given in the “General Gmmdi of Supply” and to submit the

completion certificate from the L.E.C.

If the meter is disconnected for non-payment otteie bill then for reconnection of the same
there are two types, valid reconnection and lapsednnection.

In case of valid reconnection, the consumer apptizizvsix months of meter removal. In this
case Investigation and Installation Inspectorsnatesent on site. The consumer is required to
pay all the arrears and their meter is sanctioned.

Lapsed reconnection is the case when the consympées after six months of disconnection
of meter. This is treated similar to tapping caBee consumer is required to pay arrears as
well as connection fee, deposit etc.

1.4.16Cancellation of requisitions:

1 If the applicant does not comply with our reqoiemts within the stipulated time, the requisitions

are cancelled (Annexure — 15).

1.4.17 Agreemental Consumer’s Section :

vii)

The duties and responsibilities of Agreemental oames's section are as given below :

To take the readings of L.V. Agreemental consunmnessithly and forward the same to EDP
Department for billing, processing.

To forward the HV Agreemental and HV Non-Agreemeér@ansumers readings received
from MRE Department to EDP Department for billing.

Putting up proposal for :

Increase/decrease in contract demand.

Change of tariff from ordinary tariff to Agreemehta

Change of tariff from Agreemental to ordinary tarif

To prepare monthly MIS of Agreemental consumers.

Attending complaints related to LV as well as HVrégmental consumers.
To maintain records of all Agreemental consumers.

To arrange for outages as per consumer’s requesbnsultation with O & M and MRE
Department.



viii)  To arrange for disconnection of Agreemental consuafieer disconnection memo received
from Customer Care Department for nonpayment

xi)  To monitor the bills sent by Consumer Departtrfen Agreemental consumer.

1.4.18Damaged meters:

1 Whenever meters are reported to be damaged onroensupremises a representative of the
Customer care Department is deputed to investipatenatter and submit full details about the
nature of the damage. The meter is replaced byhanahit and the damaged one is returned to
the Meters and Relays Department for repairs. & aof repairs is billed to the consumer
after getting a report from MRE Department aboetrhture of damage. (Annexure- 37 & 38)

2 A deposit is accepted from the consumer to coverctist of the damages in cases where the
damage to the meter results in discontinuancepglgu

1.4.19Dispute regarding accuracy of the meter :

1  When consumers dispute the accuracy of #temthey are required to pay a testing fee asheer
schedule given in the conditions of the supply.tésting the meter with complaint section(IGR
cell), subsequently, official testing S.M. slip [epared by and it is forwarded to
Installation Section for replacing the disputedenet he disputed meter is sealed in the presence
of the consumer and brought in to be tested irMaters Department. The consumer is notified
by Meters Department of the day and time of theligsstandard letter in order to give him an
opportunity to be present when the test is caroietd After the test is completed, the Meters
Department advises the Customer care Departmetiiteofesults of the test. The consumer’s
bills are then adjusted, if necessary. (Annexure-39

1.4.20Stopped meters :-

1 Whenever it is found that meters havpmd working, after consecutive same readingsay dr
in consumption, EDP/ KLG Department forwards exiaptto Customer caredepartment.
After getting the exception memo investigations @agied out by Customer care department
and stop meter advices are initiated and forwatdebhstallation Section. The consumer is
advised in writing that the meter will be replad®danother meter in the recent future. The
stopped meter is replaced by a new tested metangure- 40 to 46)

1.4.21Collection of fees :

1 At the close of the day, the collected cash is bdral/er to the Cash Department through a
remittance slip (See Annexure-31). The cashier tamis a register or ‘Revenue Stamps”.

2 Memos for meters lost, damaged or damaged beyqadrretc., are prepared after obtaining
the cost of repairs and other particulars fromMteter Testing Department. These service are
pre-fixed with serial MEN and MES for Customer cBrepartment — North and South
zone respectively.



3 Memos for services laid, meters installed, and rotherk carried out for State Government
bodies are prepared on the basis of quotationsafiedobtaining the job cost sheets from the
Customer care Department. These series are prefitedhe serial ‘'SDN’ and ‘SDS’ over the
Customer care Department (North) and (South) reisiede

4 A refund bill voucher for amounts received for layiservices, installing meters, as deposits etc.
but work not carried out are prepared in the lieher form.

5 A register is maintained for recording the amoyasl to BPT for way leave purposes. These
amounts are subsequently recouped and recordatsiregister.

1.4.22Preventive Maintenance Section
1 The activities of Preventive Maintenance Sectimnas follows :

) Routine Maintenance :- The work of Preventive Mamance of service position is carried
out as per complaint letters received from the cores.

ii) During monsoon the work is carried out as per 38dBices wherein the service positions are
in dangerous condition. The deteriorated meterdsoare replaced as per requirement.

1.4.23Minor Maintenance :
1 Replacement of Branch C/OS and Leads.
1.4.24Bus-Bar Arrangement :

1 The work of providing bus bar at the sernposition as a part of preventive maintenance toold
services is carried out by using (a) 1"x1/4” (by2L x %" and (c) 2" x ¥" Aluminiumstrips
or by using 50 sg.mm. copper wire.

1.4.25Mass Replacement :

1 Mass Replacement of Clock type meters are redjiirde carried out also meters aged above
15 years to be replaced.

1.4.26Stop Meters :

1 A list of stopped meters is received from EDP/KIO&partment for replacing these Single
phase/Three phase meters by new Single phase/phase meters and record of these meters
in the format “912” given by EDP/KLG Departmentfegwarded to Customer care, B.C and
EDP/KLG Department.

1.4.27Fuse messages :

1 The details of no-current message are recordedinted fuse message form by our
representative who attends to the call.



1.4.28

Fuse message register :

1 It is the duty of the Fuseman at the fuse stattommeceive the ‘No current’ message and, whesived,

to render prompt service in restoring the supply sHall enter the messages in the register kept for
the purpose. Whenever Fuseman visit the consunpeeshises for attending the no current
messages, they are required to complete a formeme-32) and forward the sameto the office
the following morning. For the purpose of furthevestigation, if necessary and for the recovery
of Fuseman attendance charges he has also to repsstiges attended by him in a separate form

(Annexure-32)

I

hi

1.4.29Emergency Fuse Service:

1 The Undertaking has in all 8 fuse servicaia@ts functioning in the Electric Supply systermaéader
24 hours service to consumers in the event ofraibi electricity, shock, fire, building collapse
etc. The details of these stations are as follows :

Sr. Area covered under Fuse
No. Name of the Fuse Control Address Control
Dadar, Naigaon, Wadala, Sior
1 Dadar Gal_a No. S, | Chunabhatti, Matunga (E),
Pariwahan Bhavan, Dadar :
Antop Hill, Parel
Mumbai Central, Darukhana,
. : Suparibaug, Suparibaug | Rey Road, Lalbaug, Parel,
2 Suparibaug Officers QUrs. Road, Parel Sewree, Mazgaon, Byculla,
Lower Parel (E)
A, Veer Savarkar Marg, Matungg
3 Mahim Mahim Bus Station, s - .
. (W), Dharavi, Sitladevi, Mahin
Mahim
Wadala Bus Depot All hutment areas of F/South,
4 Wadala (SIMHA) : F/North, G/South, G/North & E
Porta Cabin
wards
Near Nandu Satam’s Shiy
5 Worll Sena Office, Ganapatrao Prabhadevi_, Tardeo, N.M. Jos
Kadam Marg, Worli Marg, Worli, Lower Parel (W)
Naka, Worli
Vidyut Bhavan, Girgaon, Kalbadevi, C.P. Tank
6 Pathakwadi Pathakwadi Road, SVP & VP Road, Khetwadi,
Near G.T. Hospital Gulalwadi
Tardeo Bus Depot Peddar Road, Grar_lt Road, J.J.
7 Tardeo : ’ Hospital, Malbar Hill,
R.S. Nimkar Marg,
Walkeshwar
8 Colaba Shahid Bhagatsingh RoadBackbay, Fort, Nariman Point
Colaba Causeway, ColahaHutatma Chowk
.. . : Dongari, Umarkhadi, Mazgaor
9 | Masiid Masjid Receiving Stationy -~y ?\/Iasjid Bunder, Bhend

Two Tad St. Dongari

Bazar




1.4.30Stolen meters :

1 Whenever a meter is reported to have been sfoben the consumer’s installation, the matter is

investigated and the meter is replaced after oioigideposit from the consumer equivalent to the
cost of the meter, FIR from nearest Police Stafidre cost of the meter is obtained from Meters
Department and the date when the meter was ladt iss@btained from the Customer care
department with copies endorsed to I.A DECC and MBW for the recovery of the cost is then
sent in the regular manner. (Annexure-47)

1.4.31Change of ownership ;

1

If a consumer tasking over the premises from tlevipus occupant desires to effect change of
ownership of the existing installation, he shabmit a requisition to our Customer care Dept. who
shall deal with the matter.

The change of ownership of motive power installaios governed by Govt. orders regarding
control of electricity issued from time to time.&3e cases are referred by Customer careConsumer
Dept. to this department and advice is given tontlafter necessary verification. (Annexure-48 to
54)

1.4.34Pre-arranged shut down of the consumer’s instafiati

1

An advance intimation regarding temporary disemtion of supply to a consumer for the
purpose of testing the supply mains for any mageatee work is send by our post card.

1.4.35Appointment for keeping the premises open for agpection.

1

When premises are found locked at the time gfdogon of the Installation for connection
of supply to it and appointment is made with thastomers by our post card, to keep the
premises open at the time of next inspection.

1.4.36Notice for removal of meter lying idle.

1 Whenever a meter has been lying idle on a péatidastallation, for over a Customer Care

Department month, after disconnection of supplg,dbnsumer is intimated accordingly and
the meter in question shall be removed from thellation.

1.4.37Removal and Replacement of meter :

1

Special forms called SM slips are used to sendfications to the Installation Foreman for
replacement of meters.

Meter Removal advice showing details of metersetodmoved from installations.

An intimation to the Installation Foreman to remawveneter, supply through which has been
disconnected, is called Meter Removal Advice, givdetails of the meter number, installation
number and the name and address of the consumer.

1.4.38Notice regarding damage meters

1

The consumer is informed when the meter hirddrtois damaged and the bill for the cost of



1

1

repairs and replacement charges, if any, is alswai@ed to him.
4.39Records :

Records of services, installation and meters areired to be maintained for an indefinite period.
The original papers kept separately and the detagarding load particulars are maintained on
cards giving the dates on which the loads are adedenumber of meters, name of the consumer,
for quick reference (See Annexure-33), Installatiard.

Motive load is entered on a pink card (Annexure-34)

Original papers are filed in serial order accordimghe installation number and kept separately in
the records section of the department.

Service cards : These are yellow in colour (Annex&6) on which details of all installations on
the service, service holder's name, size of seraioagwith the date on which such services are
laid, are recorded.

1.4.40Consumer Information System (CIS):

1 All details pertaining to a consumer are fedhia tomputer and they are called Consumer
Information System, (CIS) used as an alternativiastallation Card.

2.0 Section : 4 (b) (ii) : The powers and duties of itefficers and employees :-

Sr.No. | Designation On Roll Staff
1 Divisional Engineer 1
2 Superintendent 2
3 Asst. Engineer 2
4 AAM 1
5 SR.Adm Officer 1
6 Nawghany 20
7 Mtr. Insp. Jr. 28
8 Wireman 5
9 Carpenter 1
10 Mtr. Insp. Sr 4
11 Inv. Insp. 3
12 | MRBC Tech 1
13 | Inst. Insp 0
14 | Ch. Engr. 12
15 M.V. Driver 0
16 | Sepoy 4




2.1

17 | Jamadar 0
18 Messenger 22
19 Sorter 0
20 | Rfec. Keeper 1
21 | Daftary 1
22 | Clerk/Sup(P)/Typist 29
23 | Shop Recorder 5
24 | MRBC 18
25 | Supervisor/AAO(P) 12
26 | AAO 0
27 | SrInquiry Insp 4
28 | Sub Engr. 1
29 Dy. Engr. 5
30 Ing. Insp. 1

The Powers & Duties of Deputy Chief Engineer (Custoer Care)

The Dy. Chief Engineer is in charge of each zon€uwdtomer Care Department. The duties

and responsibilities of the Deputy Chief Engineeraspect of Customer Care Department are:

1.

He is responsible to the Chief Engineer (Custonselfor the administrative and general
control of all the service apparatus and its itistglon consumers' premises and of the officers
and staff of the divisions under him.

He shall be responsible for matters affecting elecupply to consumers, including
development of load.

He shall exercise general supervision control andrdinate the work of the zone of Customer
Care Division with other divisions working undenthi

He shall normally be the final authority on all heecal decisions, but all important decisions
involving heavy expenditure or major proceduralrades shall be referred to the Chief Engineer
Customer Care for advice and orders, wherever sacgs

He shall be competent to order, transfer and pgsifrall scheduled and non-scheduled staff
and shall exercise powers in respect of grantadfdestc. to the extent delegated to him.

He shall satisfy himself that the staff employeddtually necessary and adequate and carefully
watch the expenditure on works, operation and reaarice etc.

He shall normally correspond direct with officers equal status in the Undertaking, the
Municipality and the Government and other outsidpadtments on all matters connected with
his duties, but on subjects of importance he ghallup draft replies for approval by the Chief
Engineer Customer Care and / or the Higher Authorit

He shall be responsible for estimating the requeneis of material and taking action with the
Material Management Department for recouping nesgsstock of materials required for new
services and for the maintenance of service irdiafis.

He shall represent the Undertaking on the Assariati Electrical Undertakings, Government
Controlled Committees and other public bodies,dea with matters arising from the same. He



10.

11.

12.

13.

14.

15.

16.

2.2

shall, however, report to the General Manager thinailne Chief Engineer Customer Care
IAGM(S)/DGM(ES) on important matters dealt with$eeCommittees.

He shall deal with electricity supply tariffs aneégotiate the terms and conditions with the
consumers for supply agreements and for acquiringubstation sites, where such sites are
required in connection with the supply of energgdasumers concerned.

He shall be responsible for preparing the annuyabnte budget estimates and establishment
schedule concerning the divisions under him.

He shall put up, through Chief Engineer CustomaeCaGM(S)/DGM(ES) technical reports
and draft notes for appropriate sanction of the @dtee or the General Manager in respect of
matters concerning the divisions under him.

He shall initiate policy matters and put up hisgmsals and recommendations for the decision
of the Chief Engineer Customer Care /AGM(S)/DGM(ESM. or the Committee, as the case
may be.

He shall monitor the cases of pending electriditgars above 50,000.00, also he shall monitor
the replies of MCA queries within his zone.

He should monitor progress of substation cases;ase no response from developer, no
extension should be granted for temporary suppty lee should submit report of such cases
quarterly to CECC/DGMES.

In addition to the above any work assigned by Chigfigineer Customer Care
AGM(S)/DGM(ES) /GM.

The Powers & Duties of Divisional Engineer

2.2.1 Divisional Engineer (Customer Care) :-

The Divisional Engineer, shall be directly respbtesito Deputy Chief Engineer (Customer

StCare) and is the Executive officer in charge of@ustomer Care Ward. He shall be 1
Appellate Authority under the Right of Informati@RTI) Act 2005.

Executing all duties and functions of the DCE(C@)merated irnl.1.4, so far as they concern
the Customer Care Division.

He has to monitor the MERC Regulations 2005 supptle and Standard of Performance
and the penalty levied for not maintaining SOP.

Before forwarding TC/NSC, he should ensure thatpddit arrears are recovered by his
division/concerned section as per A.0.320.

He should conduct meeting of all Shf,tections under hsuch as CM, CRM,

disconnection/recovery, IF, for generation of 1 litg, SoP, Nil/Low memos and recovery.
Further, he has to submit minutes of meeting to DCBnce in a month.

Approving drafts of letters to outside parties aotes to DCE(CC)/Management.

Attending to complaints of serious nature from eomers / requisitionists and officers/staff
under him.
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18.

19.

20.

21.

22.

Introducing new materials and techniques in theetien of work.

Observing the Electricity Act 2003 and Rules anggasting amendments to them with a view
to have them incorporated in the same.

To assist him in the performance of his dutiesish@ovided with necessary staff as shown in
the departmental organization chart.

He shall constantly review all the activities anddtions of the department and shall introduce
any changes as and when considered necessary, avhitikely to improve the efficiency of the
department. All changes involving major policy dgon shall be subject to the prior approval
of the Deputy Chief Engineer Customer Care.

He shall maintain personal contact with the officand staff working under him and shall be
responsible for smooth working of the department.

He shall submit the Annual Administration Rt%porttba working of his Ward to the Deputy
Chief Engineer (Customer Care) not later than 30rilApeach year.

He shall enforce all regulations, procedure ordstanding orders and other departmental
statutory rules and instructions issued from timetiine and shall inspect all departmental
registers and records according to the scheduleutcit inspection.

He shall be responsible for the preparation of lydaudget estimates of Capital and Revenue
Expenditure.

He shall ensure indenting and stocking of suffitistationery required and continuity of
supply of the same.

He shall maintain an inventory of machinery / equémt and of Dead Stock entrusted to his
department.

He shall maintain staff records and deal with ottnatters connected with the staff of his
ward.

He shall collect, maintain and submit to the appedp authorities statistical data and other
information regarding the Customer Care Ward as beayecessary from time to time.

He shall ensure that all meters are read accorirte scheduled programme and bills for
electric energy are prepared and dispatched wilperiod of 7 to 10 days from the dates the
meters are read.

He shall arrange to advise the Accounts Departmegy#trding the total amount for the electric
energy charges and electricity duty under variaeoant heads as shown in the ledgers after
bill posting is done and monthly summaries are greg.

He shall arrange for preparation of Electricity Dturns and payment of Electricity Duty
in three installments on or before the scheduledas provided for under the provisions of
the Bombay Electricity Duty Rules, 1962.

He shall ensure that all cash collections madehleyward are promptly deposited with the
Cash Department.



23.

24.

25.

26.

27.

28.
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30.

31.

32.

33.

34.

35.

36.

37.

He shall arrange to investigate consumers’ comptaigarding incorrect reading of meters,
incorrect billing, omission of payment posting etnd if necessary rectify the error and inform
the consumers subsequently.

He shall issue instructions to the Indoor and Oottdgections and coordinate the working of
these sections.

He shall attend the meeting with the Electricapbwor of Government of Maharashtra as a
Member of the Authorities constituted under Padfithe Schedule of the Bombay Electricity

Duty Act, 1950 and participate in deliberationsaneting Electricity Duty chargeable in cases
of disputes raised by the consumers.

He shall certify and sign credit notes for amouxteding™ 25,000/- in each instance for
mistakes in billing due to incorrect applicatiorigariff, electricity duty arising out of incorrect
meter readings, etc.

He shall visit the consumers premises for veriftwatof correct tariff of electricity duty
applicable where the class of premises as recoatethe meter reading folio, tariff and
electricity duty made applicable are disputed l&y¢bnsumer.

He has to attend various courts like High Courty Ciivil Court, Consumers Dispute Redresses
Forum, Electrical Inspector, any other Authoritiesich whom filed the cases. He has to file
Affidavits for defending the cases and assist agdl Department in defending the cases.

He has to keep a watch over backlog of variouwiéies in the Department and bring the same
to the notice of Management and put up for additiataff to clear the backlog.

He has to monitor the Disconnection Drive for resxyvof outstanding of arrears. He has to
supervise and guide subordinate officers.

He has to monitor the disciplinary action agaihst¢fficers & staff depending upon the
reports received against them.

He is appellate authority for first appeal of dglient officer/staff against whom punishment is
awarded in the disciplinary action taken.

He has to attend various meetings hamely Supplpddr&onference, DGM(ES), CECC,
Dy. Chief Engineer for time to time and furnish théormation required by them and
implement the orders, suggestions given by the gament.

He has also to attend personally complaints reddineem VIP’s or repeated complaint
received from consumers.

He has to coordinate the activities of the Custo@are Department with the other related
Departments namely Planning, EDP, Vigilance, Ségwsi Vigilance, HVC, DEIT (KLG
SYSTEL) etc.

He has to attend Seminars, Symposiums, Meetingbkixim etc. deputed by the
Management.

He has to visit other Electricity Boards in orderstudy the working of their Customer Care
Department so that improvements can be introdutedii Department.
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38. Asal Appellate Authority, he has to redress thgeals received under RTI Act within the
prescribed time limits.

2.3 The Powers & Duties of Superintendent
2.3.1 Superintendent (Substation Section)

There is one Superintendent directly responsib@aputy Chief Engineer and he shall be
responsible for the following :

1. Negotiations for substation cases with consumessgrout of T.C. cases.

2. Co-ordination with the Consumer, Planning, Erectiod Civil Engineering
Department till substation gets commissioned.

3. To co-ordinate with Customer Care department fi@assng part/full load of the buildings where
substation sites are taken over.

2.3.2 Superintendent / Assistant Engineer (Customer Care)

The Superintendent (ES) / Asst. Engr. shall bectyeesponsible to the Divisional
Engineer of the ward and is the officer in charfthe ward..

Supdt.(ES) / Asst. Engineer shall be directly resldle to DECC. He shall be
responsible for the following:-

1. He has to ensure all plot arrears are to be reedvaefore initiating TC/NSC proposals.

2. Requisitions registered for new meters, extensiosupply re-connection, part of installation,
new service case, shifting of meters, shiftingesge etc.

3. He has to monitor all supply related complaints/éstigation of electrical accidents preparation
of Annexure XIlI reports.

4, Procedures and Manuals.
5. Supdt.(ES) / Asst. Engr. is in charge of the atésiof IF section.

6. Supdt. IF section /Asst. Engr. is in-charge of fosetrols and responsible for attending the fuse
messages. He is directly responsible to look dfterday to day activities of IF Sectionand
installation/replacement of meters against Cos/$W&s immediately and to update the data
regarding meter particulars correctly in the system

7. Supdt. /Asst. Engr.(Recovery Section) is direatispronsible for recovery of outstanding/arrears
amount form defaulting consumers by issuing disection notices under Section 56(1) of
Electricity Act 2003.

10. Liasoning with the concerned Government/local atities.

11. Superintendent (ES) / Asst. Engr. shall generadbrst the respective Divisional Engineer in the
discharge of their duties.
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25.

26.

27.

28.

29.

Supdt. (ES) / Asst. Engr. may normally go for ingm, surprise visits, attending to consumers
complaints, etc. in the morning and attend to effieork or investigation ofcomplaints in the
office in the afternoon.

Supdt.(ES) /Asst.Engr. shall carry out the follogvinspections :

Visit all Cash Centres within the ward jurisdictibmice a month to check their working,
imprest cash etc. Each cash centre shall be chetkedst once a month at the time of
opening of the center.

Visit consumers, whenever necessary, regardingscagach cannot be satisfactorily settled
by correspondence and when the consumers cannetjl arot for valid reasons call at our
office.

Visit those localities from where complaints of A@teipt of bills are received, with a view to
enquire into the genuineness of such complaintsnsigdMessengers and for taking of
appropriate action.

Visit consumers’ premises whenever necessary imaxion with disputes regarding
applicability of tariff or electricity duty, inacssibility of service position etc.

He shall constantly review the activities and fumts$ of the department and suggest necessary
changes aimed at improving efficiency of the departt.

He shall maintain personal contact with the offscend staff working under him and ensure a
smooth working of the department.

He shall inspect all departmental registers androec

He shall ensure that the programme for readingeters and preparation of bills is drawn up
well in advance.

He shall ensure that the reading programme for certial, industrial and public accounts is
drawn up well in advance and copies thereof aretseRilling, Ledger and EDP Department /
DEIT (KLG Systel) / High Value Consumers Department

He shall attending all departmental meetings withDivisional Engineer and assist him in the
deliberations thereof.

He shall certify and sign credit notes for amouatsdefined vide procedure order in vogue in
each instance for mistakes in billing due to ineotiapplication of tariff, electricity duty, arigin
out of incorrect meter readings, etc.

He shall attend the consumers who call at our effith complaints and shall investigate the
causes of complaints and give satisfactory replies.

He shall scrutinize cases pertaining to claimsragisut of change of tariff or stoppage of meters
and make his recommendations to the Divisional .

He will generally supervise the working of the imd@nd outdoor sections and sanction leave
in excess of 7 days at a time of the staff of trsesgions.
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2.4

He will hold departmental enquiries and take discgry action against the staff of the
department and also hear appeals against the grasssd by the officers working under him.

He shall periodically check whether bills are beprgperly delivered by actually visiting the
consumers’ premises.

He shall examine requests for making changes inépesit receipts and approve the same if
arranged.

He shall examine proposals for establishment of oash receiving centers or shifting of the
existing ones. He shall also negotiate for acqarsivf new sites for locating such cash receiving
centers.

He shall attend to the work of the Divisional Eregnin his absence.

He has to attend various Court cases, sign Affidaamd assist Legal Department in defending
the cases.

He has to visit the related department like EDPst@uer Care, Vigilance, HVC, Accounts to
co-ordinate the activities of Customer Care Depantnwvith related department.

Supdt.(ES)/Asst.Engr. has to monitor the MERC Ratips 2005 for supply code and SOP.
He has to ensure that the cases should not beedietagre than the specified period in the SOP.

Supdt. / Asstt. Engineer (Preventive Maintenana#i@®) shall be responsible for carrying out
preventive maintenance of the service positioneascpmplaints received from the consumers
or the cases arising out of 38-A, 38-B notices e@&ro the consumers by various wartls.
Powers & Duties of Deputy Engineer

2.4.1 Deputy Engineer (Sanctioning / Complaints):-

The Deputy Engineer shall be directly responsibléhe Supdt.(ES)/ Asst. Engineer (Ward In-

charge) under whom they are working. The dutiesrasplonsibilities of the Dy. Engineer (sanctioning)
shall be as follows:-

1.

He is responsible for sanctioning application, @lmon of correct tariff and same should be
informed to the applicant within stipulated per{od. 15 days from date of application) specified
in MERC'’s Regulations 2005 (SoP).

Allocating and supervising the work of Service Assnts, Installation Inspectors, Investigation
Inspectors etc.

Sanctioning of load up to 25 kW as per procedudesoffice orders in force.

Arranging Interviews and Appointments with consusnar licensed electrical contractors for
inspection of premises for service or meter pasiéind testing of Installation.

Scrutinizing draft quotations for laying serviceds and getting the approval of the
Supdt.(ES)/Asst.Engr.

Checking service work orders and sketches befoveafoling them to the Erection
Division for execution of work.
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20.

Putting up routine drafts.
Putting up T.C. for loads above 25 kW and for nemdings.

Investigating complaints regarding high or low agk, high bills damaged or stolen meters,
unsafe installations, electrical shock, off supgty.

Inspecting and testing of consumers installationsraeters at site.

Issuing notices to consumers for defective indialla unauthorized extensions or for any
other breach of |.E. Rules.

Scrutinizing fuse messages referred to wards.

Scrutinizing connection orders and he should sighemsure the correct application of tariff and
electricity duty for the cases where sanction lisadore than 20 kW i.e. these connection orders
were forwarded to High Value Consumers DepartmenTOD tariff and rest for allthe cases
where 11l phase supply is to be given.

Dealing with routine correspondence and queries fother departments.
Dealing with reports of damaged or stolen meters;

Checking connections slips, fuse messages andtsepdymitted by Installation Inspectors.

Investigating complaints regarding high or low agk, interchange of meters, high bills and
damaged and stolen meters.

Investigating fatal/non-fatal electrical accidentdorming the office of Electrical Inspector
(PWD) and arranging joint inspection with Electtidaspector.

He has to ensure all outstanding dues must beipa@se where ever there is a requisitions
for temporary electric supply for construction posp.

He has to ensure that all investigations / sanetgatc. will be carried out within thespecified
period mentioned in the MERC Regulation 2005 suppbje and SOP. He is directlyresponsible
if penalty is levied in account above.

2.4.2 Deputy Engineer (Installation section /Preventive Mintenance) :-

1.

Overall In-charge of Installation and Preventiveifianance section. He is directly responsible
to look after the day to day activities of IF Seatiand for installation/replacement of meters
against COs/SMs/MRAs immediately and to update da&a regarding meter particulars

correctly in the system.

Visiting fuse control stations, arranging CRU vééscand staff in all three shifts.

Supervision of off supply messages, arranging toclgrestoration of supply and arranging for
replacement of burnt/damage meters.

Carrying out Preventive Maintenance of service fimsias per complaints received from the
consumers or the cases arising out of 38-A, 38-#@® served to the consumers by various
wards.



5.

He has to ensure that all investigations / sanictgpatc. will be carried out within thespecified
period mentioned in the MERC Regulation 2005 Supflyde and SoP. He isdirectly
responsible if penalty is levied in account above.

2.4.3 Deputy Engineer GG-VI/ Sub Engineer -GG-V (OutdoorRecovery)-

1.

10.

11.

12.

13.

14.

He is directly responsible for recovery of outstagdarrears amount form defaulting consumers
by issuing disconnection notices under Section o6 Electricity Act 2003.

Removal of Meter due to non-payment of :
a) Electricity bill;

b) ESL claim;

c¢) Dishonored cheque;

d) Unauthorized extension.
To advice EDP, Cash Department, Accounts etc; spaet of recovery of amount of
Dishonored Cheques;

To interact with EDP & DEIT (KLG Systel).
Implementation of new equipment, programmers etc;
Overall in charge of Technical officers and staff;

To look after the work of Sr. Inq. Insp. T-8 andylIrinsp. after distribution work to Sr. Ing.
Insp.

To check Report brought by Inquiry Inspector, Irtigege, meter testing etc;
If the meters are defective, advice for replacena@dt Amendment;

To send meter for official testing at MRE Departinen

To advice for rectification of bills;

To report to Supdt.(ES)/Asst.Engr. and DECC,

Testing of meter by Accucheck in VIP cases andlbhlpbhase meters downloading of data
through CMRI.

Any other work assigned by the DECC from time todi
Responsibility :-

To control on Charge Engr, Sr. Ing. Insp. T-6

Ask consumers for making payment against non-paymen

To recover O/S amount



4, Report to Vigilance (Electric Supply) regardingedit supply, tampered meter, or any
alteration in connection with meter.

2.5 Sub Engineer (Installation Section)

1. Preparation of pending list of non-ToD conventionaters / electronic meters for
replacement.

2. Accounting of defective Secure / Elster make meters
3. Preparing and forwarding cases to concerned contaiction of the department.
4. Checking of advises received for intersection daptl getting the discrepancies, if any

corrected before execution of the same.

5. Arranging Cos / MRAs from respective Customer dQaepartments of removed conventional
meters for stopping double billing.

6. Scrutinizing CO /SM / MRAs received from Customear€ Departments and getting the
discrepancies, if any corrected before executiahefame.

7. To lodge Police Complaints and to attend Courtases of tampered meters/direct supply in
co-ordination with Vigilance Department, as per tthgter for the same.

8. To visit sites for investigation.
2.6  The Powers & Duties of Charge Engineer
2.6.1 Charge Engineer, Customer Care (Service Assistant)

There are two Service Assistants in each zonedulies of the Service Assistants are divided
among them according to the office orders issuethbyDECC depending on the exigencies of work.
Service Assistant shall be responsible to the Bepagineers sanctioning/complaints. He is directly
responsible to carry out the investigations witthe stipulated period (i.e. within 7 days) spedifie
MERC Regulations 2005 (SoP). Before processing BONhe should ensure that all plot arrears are
recovered as per A.0.N0.320 and amended thereon.

The duties and responsibilities of Service Assistae :

1. Inspection of sites to select service positions.
2. Preparing draft service quotations.
3. Interviewing the consumers and Licensed Electr@ahtractors and fixing appointment for

inspection, connection, deciding service positietts

4. Inspecting service positions after applicants cgmpth the Terms and Conditions of the
Service quotations.

5. Inspecting installations for the purpose of chegkimauthorized extension, change of tariff,
change of ownership etc.



Allocating and checking the work of Investigatiarspectors and Installation Inspectors.
To prepare input/output statement for incentiveesobs.

He should ensure that all the investigation will dsried out within the specified period
mentioned in the MERC Regulation 2005 supply coag &OP. He is directly responsible if
penalty is levied in account above.

2.6.2 Charge Engineer, Customer Care (IF Section)

The Charge Engineer shall be directly responsibl¢he Deputy Engineer in-charge of the

section. He is directly responsible for updatiordafa in the system such as Initial/Final readiofgs
meters and credit of meters to MRE Dept.

10.

11.

The duties and responsibilities of Charge Engiaeer.

Allocating work to Meter Inspectors, Fusemen, WiesmCarpenters and Nawghanies and
Supervising their work.

Requisitioning and crediting materials.
Allocating the size of meters in respect of conioecbrders.
Inspecting disputed meter positions.

Scrutinizing the connection orders after the medegsnstalled to ensure that the jobs are carried
out according to the connection orders before fodvsg them to the Deputy Engineer.

Putting up proposals for fixing of non standard endioards wherever necessary.
Allocating work to Meter Inspectors, Painter andagaanies and Supervising their work.
Execution of connection order

Removal and replacement of meters against MRA anhgIps.

Checking feasibility of new connections.

Arranging material from Stores and crediting ofaggred materials.

2.6.3 Charge Engineer, Customer Care (Installation)

1.

Inspecting C.T. operated meters after they hava bestalled to ensure that the work
carried out satisfactorily with Dy. Engr. Instaitat section.

Installing C.T.s, bus bars and Aluminium Strip types bar on the consumer's
premises.

Deciding positions for laying sub services and esi@ns of service in consultation with the
Dy. Engineer and laying them.
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11.

2.7

Removal and disconnection of meters on the adviteeoCustomer Care Dept.

Carrying out maintenance work in connection withtenéoards, cut outs, wires etc., and
changing of meter boards wherever necessary.

Investigating cases of damaged or stolen metersuaadging for their replacement.

Maintaining records of tools, equipments etc. haddly the staff under them and material
used in carrying out various jobs and putting upppsals for additional tools, equipment and
materials required by the section.

Receiving from the Meter Testing Department metergiired for installation as per
Connection orders and replacement slips (SM slips)

Returning to the Meter Testing Department metessafinected and removed from the
Consumers installations.

Installation of temporary prepaid meter for constien purpose of functions.

To co-ordinate between the consumer, MRE and Custd@are Dept. for official testing of
disputed meters.

Duties of Installation Inspector :
The duties and responsibilities of the Installatiospector shall be :

Checking all types of consumers' installations eesting them in accordance with the Indian
Electricity Rules for insulation resistance, earthietc., and connecting supply.

Reporting defects in case of unconnected cases.

Testing defective installations when supply is distected due to fire, shock, house collapses,
etc.

Restoring supply to serviceable installations ascdnnecting supply in case of defective
installations.

Inspecting installations in case of complaints rdgey creeping, etc. and submitting a report.

Inspecting installations in case of complaints hsas unauthorized use of electricity and as
per departmental letters received from Customee Capartment and submitting a report.

Checking loads and voltages on services for thpqag of balancing the loads on all the
phases.

Assisting Deputy Engineer/ Supdt. (ES)/ Asst. Eagmin investigating fatal/non-fatal
electrical accident cases.

In case of hutment areas, to inspect the correzhiges as per sketch given by investigation
inspector for checking its installation.
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11.

2.8

To visit the site and investigate the complainteieed from the consumers and give report to
the Dy. Engineer complaints.

He has to ensure all the contents of connectiorrosdch as class of premises and tariff
mentioned and actual uses of premises.

Duties of Meter Reader (Technical)

2.8.1 Meter Reader (Tech.), Customer Care :

1.

2.

2.

2.9

Reading of meters
Disconnection for non-payment
Dishonoured cheque dispute cases.

Site visit, Bank Visit, for investigation, instatian of cut outs, Bridges for non- payment
cases.

Reading of induction type Meters with Palmtop Hiecic Meter Reading instrument.
Reading of Electronic Meters.

To report for tampered meter, damage meter.

Responsibility :

To brought proper reading and reports.

Cut outs, Bridges, proper sizes to present ate#itd to carry again for installation

Duties of Meter Inspector (Sr.)

2.9.1 Meter Inspector (Sr.), Customer Care :

He is directly responsible for installation/remdwgplacement of meters as per the work order

and to enter the initial / final reading of metarsl other data in the prescribed fields of worleord

To removal / Reinstall of meters due to non-payment
To replace the defective meter.

Responsibility:

MRA should be properly filled up at time removed.

Meter replacement slips to be filled up properly.



2.10 Duties of Investigation Inspector (Sr.) :

He is responsible to carry out the investigatiopraimises within stipulated period specified in
MERC'’s Regulation 2005 (SoP). The duties of Inyg=ion Inspectors are to investigate the new
requisition onsite to confirm the physical occupaotthe premises where the premises is qualifoed f
the electric supply, to inspect space in meterrcédyi installing new meter, draw the sketch showing
the premises and service position etc. Also hel st@ifirm structures from site by thorough
investigation that whether the said premises wasgaa meter earlier and subsequently removed due
to non-payment of bill.

2.11 Duties of Installation Foreman's Section (IF Sectio) :

1. The Meter Inspectors in Grade T-4 and T-5 are waykn IF section. The duties of T4
Grade Meter Inspector are to install new metergnagaonnection order, Customer Care
Department to remove meter against MRA, repladiegdamage meter against DSM, fixing
new meter board, maintenance of meter board ettaldé¢o ensure that all the particulars of

meters and other data should be filled in propiertyhe work order.

2. The duties of T-5 Grade Meter Inspectors are ttaihBus Bars in Meter cabin, to install
CT operated meter and also all the jobs carriedypdt-4 Grade Inspectors.

2.12 Duties of Meter Inspector (Fuse Control Section)

1. T-4 Grade Meter Inspectors are working in Fusetf®l and they are called as Fuseman.
Duties of Fusemen are restoration of supply ag#irset messages received from the
consumers, to replace the burnt/damaged metesa aeoff supply. CRU van is working in
all the 3 shifts for replacing burnt/damaged meter.

2.13 Duties of Carpenter :

The duties and responsibilities of the carpentall &e :

1. Drilling holes on meter boards of various sizeswWaing purpose.

2. Altering the sizes of meter boards, whenever reguir

3. Preparing wooden battens and boards required fernmstallations :

4. Repairing shop furniture, whenever required.

5. Removing meter boards and installing new ones tenirsidifficult cases where

the job could not be carried out by the Meter Iaspe

2.14 Duties of Assistant Wireman :-
The duties and responsibilities of the Assistantefian shall be :

1. Carrying out wiring of meter boards of various sifer installing single and three phase
meters.



2.

3.

4.

Replacing old wiring of meter boards, whenever ssasy.
Soldering the joints of neutral tapping’s on tharref the meter boards.

Assisting the Meter Inspector in channeling wirestusbar connections.

2.15 Duties of Nawghanies-

2.15.1Nawghanies in Customer Care

10.

The duties of the Nawghanies shall be :
Loading and unloading of meters and meter boardsonfrom the vehicle.

Carrying meters, meter boards, tool kit, megger, tt the site of installation or as the case
may be.

Sweeping the shop floor and dusting the furniture.

Giving manual assistance to the Meter Inspectonsialling or removing of meter boards or
meters.

Varnishing old meter boards, and stenciling nunamet date on old and new meter boards.
To carry Accucheck bags with Inspectors and Subirteegs.

Removed meter from site and to keep in the office.

To bring Reading files from record room to wardsgwersa whenever required.

To send reading files to EDP as per daily schedule.
Sort / out/cut disconnection memos received fronPER2partment.
Responsibility
To take care of Accucheck bag, for maintenance.
To keep meters properly which brought from sites.

Duties of Assistant Administrative Manager (ES) A-5-

He is Public Information Officer (P10O) under theigRt to Information Act, 2005’ and Record
Officer for the respective CC ward.

As per the Section 6 of the MERC’s Regulations, BEeST Undertaking is required to
establish suitable Internal Grievance RedressaR)ICGell to record and redress grievance in a
timely manner. Accordingly, Procedure Order No. tlaéed 29.01.2007 was issued informing
all concerned regarding procedure to be adoptetGBYy Cell. He is directly responsible for
attending Annexure-C complaints and all other cammpé under CGRF Regulation.
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11.

While carrying out their duties Complaint Office§&;R Cell, these officers will have to

interact with the officers and staff members ofithespective wards of Customer Care
Department. The following guidelines are therefieseied for information of all the office and

staff members concerned.

The Complaint Officer, IGR Cell, is mainly respdnisi of work of IGR Cell Consumer’s
grievances submitted on Annexure "C’ Format, otttninistrative work related to IGR Cell
and day to day work entrusted by respective Sufssrient.

However, the IGR Cell, as the name itself suggesam Internal Grievance Redressal

system and the post of Complaint officer is onnbleof Customer Care Department. As the
Complaint Officer is an integral part of Customer€ Department, he will have full authority,
as per his Grade, over the officers and staff mesniehis ward as far as carrying out his duties.

Till a separate staff is given to IGR Cell, a coaipt in Annexure C format shall be

received by Sup. (Enquiry) at each ward and foredranmediately to the IGR Cell, if a
complaint in Annexure C format is received by pdis¢, Complaint Officer, IGR cell will give
acknowledgement in five working days.

As per Section 2.1 (c) of MERC’s Regulations, “@arce” means any fault, imperfection,
shortcoming or inadequacy in the quality, nature manner of performance, Further,
Section 2.1. (d) states that IGR Cell means tls fir authority to be contacted by the
consumer for redressal of his grievances. This igaplthat any complaint with a
“Grievance” should be recorded by the IGR Cell egdifessed as per the procedure, even
though it may not be in Annexure C format. Howea directed vide Procedure Order No.
156 dated 29.01.2007, their record will be kepesaiely.

The Complaint Officer, IGR Cell, will forward themplaint in Annexure C format and other
complaints of “Grievance” to the Ward In Charge @emed. The Ward In Charge will within
a week discuss the grievance with concerned S&®)t.[ointly with the Complaint Officer
along with all the relevant papers. In the jointetireg, discussion will be held on the actions
taken so far and the actions proposed to be tageheébWard In-charge. Where there is no
Supdt.(ES) or in absent of Supdt.(ES) the wardharge will hold discussions with the
Complaint Officer. The decisions taken during tieedssion will enable the complaint Officer,
IGR Cell to send an interim reply to the consumeatar his signature.

A copy of this interim letter will be marked to tNéard In-charge concerned to take necessary
balance actions, if any, regarding redressal ofjti@vance of the consumer within reasonable
time.

As per the Point No. 4.8 of the Procedure Order1¥6. dated 29.01.2007, the consumer
is to be informed about the procedure to approaetConsumer Grievance Redressal Forum
(CGRF), Colaba, if he is not satisfied with the@e$ taken by the IGR Cell.  This implies
that the actions taken or proposed to be takehdy t Ward In-charge concerned will be
considered as actions taken by the IGR Cell andséime will have to be defended by the
Complaint Officer IGR Cell at CGRF, Colaba or aeéticity Ombudsman, Bandra. Hence, it
is absolutely necessary that the Ward In-chargeeroed takes actions strictly as per
provisions of Electricity Supply Code and routes joposals in connection with Annexure C
complaints for Managements sanction through AO @ust Care, i.e. Complaint Officer, IGR
Cell. It will be duty of AO Customer Care to ensdhat the Ward In-charge submits his
proposal for Managements sanction in time.

As per the Point No. 4.9 of the Procedure Order1¥6. dated 29.01.2007, the Complaint
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Officer, IGR Cell is required to maintain the red®ipertaining to the complaint in respect of
investigation reports, important documents etcefrh case separately. The case records
and register are to be maintained properly slowssto retrieve them immediately if reports
are called for by CGRF or by the Electricity Ombumas. Hence, after all the actions have
been taken for redressal of the grievance of awnag the connected papers will be
forwarded to IGR Cell by the Ward In-charge forgaeving the same in IGR Cell for

three years. This will enable the Complaint Offit®submit para wise comments within 15
days to CGREF, if the consumer approaches CGRFWdrel In Charge will  maintain

the record of other complains with “Grievance”.

Duties of Sr. Administrative Officer (ES) A/G X :-

The Sr. Adm. Officer shall be directly responsilite Divisional Engineer to assist him in

administrative work. He has one Adm. Officer andrfAsst. Adm. Officer and other supervisors/staff.
He has to look after the work of Adm. Officer amaif Asst. Adm. Officer as per following works and
section.

One Sr. Adm. Officer for Establishment section &wdir Asst. Adm. Officer for wards. The

duties and responsibilities of the Sr. Adm. Offiskall be :

1.

2.

10.

11.

12.

13.

14.

Attending to routine correspondence in connectigh gqueries/sending replies.

Attending to Administrative queries received fromacAunts, Audit and Customer Care Dept.
Checking refund bills of consumers.

Preparing yearly administrative report of the diwis

To ensure procurement and control over stationadypsinting requirement.
Dealing with change of name cases of motive pon&allations.

Checking O.B. memos regarding damaged, lost, lmrstolen meters.

To ensure preparation and forwarding of Annual letégtimates and Establishment
schedule and control of budget grants.

Issuing notices to consumers for non-payment ofég@awent inspection fees and dealing
with correspondence with the Electrical Inspectothiat connection.

Keeping record of Government orders issued frone timmtime in connection with control of
supply of electricity.

To ensure recoupment of Imprest cash bills andaafody of Imprest cash.

Arranging for BPT way leave agreement for layinglerground cables in their property
maintaining the registers of way leave permissiuth @ertifying the payment of bills
received from BPT in that connection.

Dealing with matters of staff regarding appointnseéave, termination of service, transfers
etc. as directed by Divisional Engineer.

Maintaining records and reviewing the filing system



15.

16.

17.

18.

19.

20.

21.

22.

23.

24.

25.

Implementing office procedures laid down in the oedror as directed by Divisional Engineer.

To ensure maintenance and operation of computensers provided in the department.

He should maintain staff records and deal with iothatters connected with staff of the ward.

He should collect; maintain and submit to the appate authorities statistical data’s and
other information regarding his ward may be neag<sam time to time.

He should arranged to investigate consumer contplaggarding incorrect reading of meters,
incorrect billing, omission of payment posting, Higill, Low Bill, no bill, and if necessary
rectify the errors and inform the consumers subsetiy

He should issue instruction to the subordinateceffindoor and Outdoor staff and coordinate
the working of these sections.

He should certify and sign Debit/Credit notes foroaints exceeding 10,000/- in each instance
for the mistakes in billing due to incorrect apptions of tariff, electricity duty arising out of
incorrect meter reading, wrong punching etc.

He has to attend various Courts like High Courty Ciivil Court, Consumers Dispute
Redressal Forum, Electrical Inspector, any oth#raities, which consumers filed the
cases. He has to file Affidavits for defending tases and assist our Legal Department in
defending the cases.

He has to keep a watch over backlog of variouyiéies in the Department and bring the
same to the notice of his superiors.

He has to take the disciplinary action againstdtaf depending upon the reports received
against them.

He has to coordinate the activities of the CustoBere Department with the other related
Departments namely Planning, EDP, Vigilance, SégMfigilance etc.

2.18 Powers & Duties of Administrative Officer A/G 1X 2.20.1 Administrative Officer

(Customer Care)

Adm. Officer is directly responsible to Sr. Adm.fioér for all establishment and

administrative work. The duties and responsibgishall be as under :

1.

2.

Supervision and control of staff working in Estahlinent section.

Attending to staff matters such as holding of Tradst of different categories, staff
promotion, transfers, reversion and terminatiosigmation, filing of vacancies, bus token,
acting, combination, stationary dead stock, fumeitinventory of items, leave/attendance etc.

Arrangement of procurement of stationary, officenfture tools and equipments, dead stock
items, meal allowance etc. Attending to queriesmfRersonal and Time Keeping Dept.,Budget
Dept.



10.

11.

12.

13.

14.

Putting up proposals of creations of posts, proomsti budget, combination of appointment,
purchase of stationary and office furniture itemmgintaining records of Incentive scheme,
operating in Ward.

Supervision of Imprest cash handled by Supervieequpment of bills. To ensure that
various types of statements such as staff positmmmthly/quarterly over time, Sunday
working, Meal allowance, Complimentary allowance etre forwarded in time.

Maintaining classified files pertaining to variasighject such as office procedures, office orders,
Govt. orders, correspondence with the Worker Uniobigensed Electrical Contractor
Association etc.

Maintaining stock registers of stationary and pnigtitems and keeping check on their
consumption.

Supervision of the work of Stenographers, Typist @rffice peons.

Scrutinizing the attendance of staff of all the dvand attending to all work arising from the
same.

To ensure various payments and recovery requirée tmade such as over time,
compensation allowance, field duty allowance etc.

Preparing periodical statutory statistical returegarding the staff as required by Govt. and
Management.

Checking O.B memos regarding damaged, lost, bunahstolen meters.

Ensure recovery of damaged/stolen meters chargesdonsumers by sending damaged
recovery advice regularly.

Arranging for BPT way leave agreement for layingiotlerground cables in their property and
maintaining way leave registers and checking béteived from BPT for payment of way leave
rent.

2.19 Powers & Duties of Asst. Administrative Officer, AG-VIII

2.19.1Asst. Administrative Officer, Customer Care (Requigtion)

He shall be directly responsible to Supdt.(ES)/ASsggr. He is responsible to confirm that

applicant has submitted duly filled in applicat@iong with the necessary documents as mentioned in
Section 4 of MERC’s Regulation 2005 (Supply Cod &béllaneous conditions). He has to verify all
the particular of connection order filled in cottg@and new account to be updated in the systes. Hi
duties and responsibilities shall be :

1.

Supervising the work of receiving and registerifigeguisition and maintaining the requisition
in department.

To ensure forwarding of requisition to Balance €lier particulars of connected load on
the service etc.

Sending Service quotation to requisitionists whrese services are required to be laid or
existing services are to be changed to higher dgpac



10.

11.

12.

13.

14.

15.

16.

17.

18.

19.

20.

21.

Scrutinizing Test Report submitted by LECs.
Answering general queries at the counters.

Ensuring the compliance of all requirements befw#fying the connection order.

Scrutinizing all connection orders and forwardihgrh for installation of meters and
connection of supply.

Meeting consumers, licensed electrical contractiwsy representatives requiring advice
regarding the office procedures and our requirenmecdnnection with their requisitions.

Scrutinizing all documents such as land lord’s pssion, NOC from MCGM, registration
certificate from the State Directors of Industri®§)C from Directors of Industries, Indemnity
bonds etc. submitted by requisitionists.

To ensure maintenance records of requisitionsvededealt with and cancelled for thepurpose
of preparing statutory and other periodical sttt returns as required by Govt. or the
Management for administrative purpose.

Supervising the work of clerks, carrying out therkvof sending ESL-4, ESL-9 to consumers
and notices issued to consumers for defective lilagtms, unauthorized extensions or
alterations or for any other breach of I.LE. RuNstifying the disconnection and reconnections
of supply in connections with such cases to Custdbage Dept.

Attending to the routine correspondence in conpaatiith requisitions.
Assisting office Supdt. in day to day departmentaik.

Supervision of work of Cash counters, compliancpesusor etc. and ensure the smooth
operation counters.

Supervising collection of cash and deposit it veiish department after keeping proper
records.

Supervising the work of supervisors and clerksy@agr out the work of furnishing service
particulars, load connected, records of metersswmiers data on service card and installation
cards etc.

Checking incoming/outgoing and refund bills peritagnto the division.

Maintaining the records of motive power card, iateon card, service cards etc. for electrical
loads.

Attending to routine correspondence.

Scanning of all ID papers, supervision of recorctise, maintaining of records of Installation
papers/files, service files etc.

He should ensure that all the investigation will deried out within the specified period
mentioned in the MERC Regulation 2005 Supply Cadd S0oP. He is directly responsible if
penalty is levied in account above.



2.19.2Assistant Administrative Officer - Wards

1.

2.

10.

11.

12.

Directly responsible to Sr. Adm. Officer.

He shall maintain staff attendance Leave recorddmad with other matters in connection with
staff.

He shall collect, maintain and submit to the SrA@fficer statistical data and other necessary
information from time to time.

He has to attend consumers complaints regardinggehia tariff, change of name etc. and
give satisfactory reply.

He shall issue instructions to the Supervisor kard coordinate the working of these sections.

He looks after the work of Sr. Adm. Officer in l@bsence.

He shall certify and sign debit / credit notes, g of name forms for collection of correct
deposit.

He has to keep a watch over backlog at variousitieti in the Department and bring the
same to the notice of Superintendent.

He will generally supervise the working of the lod&ection and sanction leave up to 7 days at
a time to the staff of his section.

He should maintain personal contact with the stadfking under him and ensure a smooth
working of the Dept.

He shall ensure the various forms prepared bythf§and sent to EDP Dept.

He has to coordinate the activities of the Custo@are Dept. With the other related Depts.
namely Planning, EDP, Vigilance, Security Vigilarete.

2.19.3Asst. Administrative Officer - (Outdoor/Meter Reading) :

1.

He will directly report to Supdt.(ES) /Asst. Ende is directly responsible for day to day
work of MRBC’s and take immediate action in respetthe various reports submitted by
MRBC'’s and has to look after the following jobs.

He will supervise and control the bill distributiby Messengers who are working directly
under one Supervisor.

He will supervise and control the meter readindisecHe has to ensure that all billing cycles,
meters will be read by meter readers with the bélpand held instrument (RAMCRAM) or in
reading files, also he has to take remedial maorthe issues which were bring to the notice by
MRBC'’s . He has to monitor the up loading and ddeading of data / reading files and
exceptions thereon.

He will keep contact with SEDP/ KLG in case of deila receipt of cycle-wise bills as per the
schedule already fixed.



10.

11.

12.

13.

14.

He will grant leave to staff working under him ag gphe limit.

Daily in the morning, he will attend Cash Count#ice to supervise and coordinate posting of
Counter Clerks, arranging substitutes in case sé¢iate of staff. He will also check up about the
availability of Mobile Cash Van and Cash Collectdan and the concerned M.V. Drivers.

He will put up draft replies to Supdt.(ES) regagdaommunications received in connection with
bill delivery and other problems pertaining to ggem of Cash Collection Centres.

He will visit the Cash Counters in case of any ctzimps, which are to be attended immediately.

He will prepare a draft proposal for opening newsiC&ollection Centres at the request of
Municipal Corporators, MLA'’s and Local Associations

Before preparing the proposal as stated | 1.7 gbloeewill visit the proposed new site to
ascertain the ownership of the site, say publid lanprivate land. Accordingly, he will contact
the concerned landlord/authority to confirm whettier site would be available for proposed
Cash Counter.

He then will confirm from Supervisor Cash which #éne Cash Counters situated near to the
proposed Cash Collection Centre. He will also ageathe receipts of bills for 3 months at
these counters. This statistics will be attachatiégroposal.

He then will write to concerned local authoritylandlord of the proposed site for obtaining
written permission to start our new Cash collect@antre.

He prepared a draft proposal with the relevantrmtdion as stated above.

He should ensure that all the meter readings alhdiddivery will be carried out within the
specified period mentioned in the MERC Regulati6@2 supply code and SOP. He is directly
responsible if penalty is levied in account above.

2.19.4 Asst. Administrative Officer, AG-VIII (Establishment) :

1.

4.

5.

He will directly report to AOCS. He will be workingnder OSCC to look after the following
job.

He will supervise and control the Establishmenti®acReceipt Section, Control Section,
Deposit Section, Vacating Call Section, Enquiry @teus, Dishonured Cheque Section,
Godown Section, staff who are working directly undee Supervisor.

He will put up draft replies to AOCC in connectiaith all the above referred Sections.
He will grant PL, CL, SL leave to staff working wsrchim as per the limit.

He maintains the leave records of all officers st it to Audit Dept.

2.20 The Duties of Supervisor

2.20.1Supervisor, Customer Care (Deposit Section)

1.

Attending Consumers i.e. guiding about procedurdepiosit refund.



Drafting all the letter pertaining Security Depagfund in case of discrepancies noted while
refunding.

Preparation of MIS i.e. no. of cases received/disdooff/pending handling of Imprest Cash
(booking of Vrs., Sending letters to parties imgftithem to collect payment). Preparation of
recoupment bills, Issuance of revenue stamps to cagnter and maintaining control register
of receipts books issued and completed.

Put up cases of excess Security Deposit refundpaiihing deposit, verification slips to
concerned zones, marking papers for preparatidsillohfter scrutiny, filing O/L of disputed
cases etc.

To look after the bills prepared by Clerk,
To look after the TDS Job at the end of every year.

To look after the Demand drive for excess deposit.

As per SOP Regulations deposit will be refundedhiwiperiod of one month. He has to ensure
that all the deposits refunds will be carried outhim the specified period mentioned in the
MERC Regulation 2005 supply code and SOP. He ectyr responsible if penalty is levied in
account above.

2.20.2 Supervisor, Customer Care (Cash Counter)

1.

2.

Cash Collection of Electric Bills.

General Administration work.

Posting of clerk/Reliever of counter.

Cash depositing of previous days Cash in Cash Dept.
Daily earnings entry in register & report to SCS.

Visiting Counters.

Relieving Clerks in absenteeism.

Prepare G.I.B. & I.1.B. Statements sent to JWSGs#orction.

Prepare Machine allowance statement.

2.20.3 Supervisor, Customer Care (Government Accounts) :

1.

Bill Delivery, Follow-up, Reply to consumer (Go¥/c.).

2.20.4 Supervisor, Customer Care (Bill Delivery):-

1.

He is directly responsible to look aftee tlay to day work of messenger and ensure thafithe



are delivered on daily basis in time. Further tketammediate remedial action on reports
submitted by messengers. Private A/c. Bill DeliveBypervision, Daily Worksheet & O.T.
Statement, Worksheet of Messenger checking, cdioolaf Incentive, Public Complaints &
Follow-up.

2.20.5 Supervisor, Customer Care (Receipt Section}

1.

1.

2.

To maintain shortage — Excess Registers of Casht€miTo maintain printing Mistake
Register of Cash Counters and to send debit, cestlitceaccordingly.

To send monthly J.E. of cash counter shortage exbesugh Audit Dept. to (C.A.)
To issue shortage slips to Counter Clerks.

To receive dishonoured cheques from Banks.

To send weekly Pay Order statement to Supdt. Cash.

To solve discrepancies of banks. To cross tallyceques from banks with the bank
Register.

To attend consumer’s bill discrepancies.

To keep record of Bank files.

2.20.6 Supervisor, Customer Care (Temporary Section)

1.

Preparing temporary accounts registers

a] Short Term A/c b] Long Term A/c In case of temgg connection for construction / other
purpose he is responsible for reading, billingjwael of bills, extension of period, recovery of
bill, intimation for removal of meter in case of mopayment / non compliance. In case of
abnormal variation in the consumption, he shouldrage for site investigation, testing of
meter and if required to take further action onlibsis of site testing report.

As per the connection orders — opening the accounts

In case of long terms a/c---------

preparing reading folios of the meter

sending the folios to their respective wards torgehthly reading
Noting the reading of the meters in the register

preparing bills and ledgers

sending papers for investigations, if necessary.

As per all the I.D. papers, closing the accounts.



10.

11.

12.

13.

14.

15.

16.

17.

18.

19.

20.

21.

22.

In case of non-payments advise to be sent to IFefooval of meter.
Preparing cheques for Ganapati utsav and Navratrots

After closing the accounts, if
a] Refund is raised then refund voucher to be prepaifted submitting the original deposit

receipts by the consumer.

b] If outstanding amount balanced shown, the outsteyliemo created along with 1.D.
papers and send to ‘Recovery Section’ and E.D. atmio/s send to Sup. Stats and to
follow up recovery.

c] Writing the letters to the defaulter consumersmiaiking arrears payment.

Monthwise summary to be send Sup. Stats.

Preparing O/S creation book and DCL register.

Recording/checking payment from cash collectiviedisd stubs.

Reply to the consumers letters.

Attending legal matters such as redressal forutycoril court, high court and appeal
thereafter.

Preparing Street Lighting Bills and all unmeteraggy bills.

Preparing summary of Street Lighting bills.

Attending queries of the consumers.

Follow up of the DESL in case of non-payment.

Suspense payment posting in ledger.

To help/attend short-run as well as long run cases.

To post debit/credit adjustment received from neceection.

To make entries of dishounoured cheques.

To send these prepared reading folios to Outdoctiéd®efor reading, every month.
As soon as reading is obtained, the bills are pegbaanually for every consumer.

All these bills are posted in a) monthly summaryg &h personal account of every consumer
in ledger.



23.

24.

25.
26.

27.

28.

29.

After posting of manually prepared bills in summargnthly, summary after getting tallied to
send it to DECC.

Bills are given to consumers for payments.

To initiate yellow memo for inquiry of high, lowjlrtonsuming.
To write the reply of memo on reverse of the falios

Ganeshotsav & Navaratrotsav Temporary Meter casesrdered in Deposit register maintain
separately and get it audited.

Prepare summary of both utsavs and sent it to Aaftéit auditing has done.

O/S amount statements are prepared for Ganesh Biskvaratra — Utsav for recovery.

2.20.7 Supervisor, Customer Care (Dishonoured Cheque Seoti - Cash Counter):

1.

2.

10.

11.

12.

Send debit advice on floppy to EDP.
Debit advice entry in all zone registers — to cltigeentry in our register.
Keep the cheques in our custody — zone wise amal sase.

Not on records — cheques. Find out correct A/c Nrasn receipting, chalan, folio, Ledger or
Banks.

Attend consumers — enquiries regarding dis-cheques.

Attend consumers’ applications regarding dis. clesgand action thereafter letters to
consumers, Dr.Cr. advices through Control Section.

Attend Applications of cheque facility from Compug& inform to sorting section.
Monthly statement of dish. cheque to Review Conemitt

Receiving Requisitions from Ward attend Consumérgquisitions inquiry, attend requisition
from p.c. & sent to Ward.

Receiving Refund of Deposit papers from depositieeattend consumers of Deposit
enquiry, attend Deposit papers from P.C. send fmoBie Section.

Debit Advices copies to be sent to Cash Departr@®nto close the entries of Cash Dept.
register as per OA Cash request.

Final JE advices — prepare JE advices bank wisé gelJE’s from EDP printout 7 send to
Cash Dept. / Accounts Dept. for closing the enfr@ash Department.



2.20.8 Supervisor, Customer Care (Establishment)

A)

B)

Appointment :

A person come with a I.D. note from Personnel Depiere his name, designation and check
nos. are given.

To post him/her in a section as per DECC’s insiounst

To issue him/her time card.

To accommodate the person against vacant vacancy.

To note his particulars in staff Record Register.

To update on roll position.

To prepare F.T.T. statement.

After 10/15 days we receive Appointment papersesEénnel Dept.

To take all the particulars on staff Record frorp@ptment papers i.e. to note his starting Salary,
Date of joining, Designation, Date of Birth, accoouated against vacancy, Superannuation
Date, Cast, Residential Address etc.

To prepare his S.R. file and file the papers.

To send back appointment papers, received from ©OFET .K. for further action.
To prepare F.T.T. statement and file in his/her. Fike.

Transfer from other dept. to this dept. :

To post his/her to the Section as per DECC'’s itinn.

To issue him/her time card.

To take out taking over duties note.

To accommodate him suitable vacancy.

To update on roll position.

To note in S. R. Register.

To follow whether his/her S.R. file and set of [ignCard cum Bus Token is received.

Make necessary changes in his/her Bus token.



D)

E)

G)

H)

Promoted / Transfer from this Dept. to other Dept.

To write Reliving note and take back his Gate Plaasjinated Outdoor Card, Electrical
Equipment i..e. Torch, Bulb, Cell, Key of Locker.

To note in S.R. Register.

To update on roll position.

To note the vacancy & put up Requisition to CPOfitbng the vacancy if necessary.

To send his S.R. file and set of F.T.T.

To intimate EDP to delete the name of the persoiMiachine Allowances.

To send set of F.T.T. to corresp. for cancellation

Expired employee :

After received the message from expired memberdyam collect'4000/- + Rs. 1000/-from
AOS Dept. And make arrangement to hand over thdyanember of expired employee.
To forward death certificate to P.F..

To prepare the S.T. Slip of the expired person.

To send Requisition for filling the post.

To initiate the final bills of expiry staff.

Dismissed Employee :

To send copies of order to all concerned.

To collect F.T.T. from the staff concerned. Othetians as stated above.

To sort out the dispatch of DECC (i.e. VIPs letigestaining to the Customer Care Dept. and
papers of other Dept.) on day to day basis anddaied to DECC and other officers of
Customer Care Dept.

Confidential Report of A & B Grade Officers :
To get the printed forms from Personnel Dept.
To get the particulars of the officers.

To fill the leave Record of the officers.



10.

J)

By Resignation/Voluntary Retirement :-

To send a letter of Resignation along with propasadl S.R. file to CPO, DGM(ES) for

approval.

After receipt of resignation letter duly approvedmGM(ES)) to intimate employee
concerned by a letter.

To prepare S.T. slip and send to concerned depts.
To send requisition to CPO for filling of vacancy.

To collect F.T.T. from employee.

To handover Ex-employee F.T.T. to the concerned@yep for one year and necessary

entries are made and obtain him/her signaturecimedister.

To certify his/her final bills and send to Sr.AOES.

After receipt of intimation from Cash Departmenstnd letter to him that final dues are ready

for payment.

To issue him identification note.

To inform him about ex-gratia payment bill and ottaes.

By Retiremernnt-

To issue him a letter in six month advance from date of Retirement.
To send Service Termination slip to the concernddipent

To collect F.T.T.

Issue of Wrist Watches :

To fill up the option forms in triplicate by the mcerned employee and certified from the
DECC.

To forward the option form copy to CPO & IA andrthtopy to be filed in S.R. file
To intimate the employee about the time place e$gntation of Wrist Watches.

If the wrist watches are not collected by the coned employee to make necessary
arrangement to handover the wrist watches.



L)

M)

N)

®)

P)

Q)
R)
S)
T)
U)
V)

W)

To draft proposals for various requirement/repa&irtgns to concerned Ward to obtain
Management sanction.

To forward the vehicle report of Motor vehicles@istomer Care Department to EET(MV)
Anik.

To take entries of servicing of Cash Registeringmmees of Customer Care Department &
forward the satisfactory report to Material ManagatDepartment.

To take quotation from the supplier for repairings@ Registering Machines and put up
proposal to obtain Management sanction.

To prepare inventory of computer, attend the comfdaertaining to the computers of
Customer Care Department.

To circulate Office Orders and circulars amongwiaeds and other sections.
To attend the complaints of staff of Customer (2eet.

To prepare the Budget proposals (yearly)

To prepare Administrative report of Ward (Yearly)

To revalidate the lapse post when the vacant post§lled.

To prepare monthly on roll position of staff anda@erly statement.

All other work pertaining to Establishment Sectemerging from time to time.

2.20.9 Supervisor, Customer Care (Outstanding) :

To create O.S.

2.20.10Supervisor, Customer Care (Change in Name) :

1.

He has to accept the duly filled change in namdiegn and verify the documents submitted
by the applicant along with his request. He hasnsure that all these documents should be in
line with MERC Regulations 2005 under section 10.

Send reply to letters regarding change in name.
Requisition to be noted on M.R. Folios.

He has to ensure that change in name will be efflieatithin period of one billing cycle / To
ensure the documents will be scan properly anddeaiothis will be maintained properly.



5.

He has to ensure that all the change in namesbwiltarried out within the specified period
mentioned in the MERC Regulation 2005 supply coag &OP. He is directly responsible if
penalty is levied in account above.

2.20.11Supervisor, Customer Care (High Bill Section) :

1.

To attend high bill letter and oral complaints ba tounter preparation of duplicate bills,
ledger position

C.C. Memos.

Report of Investigation memos noting on folios.

2.20.12Supervisor, Customer Care (Defective Meters & Amenihent Section) :

1.

2.

Reply to dispute letters.

Combined billing.

Consumers audit query and recalculation of claim.
Passing J.E.

To attend consumers.

Attend Court Cases, Legal Department, Electricapéctor, Review/ Sub Review Committee.
Also attend Vigilance cases.

Take out ledger position, working out reamendméaitres.

To work out credit for O.T. cases, fast meter casesntaining proper records and follow up.

2.20.13Supervisor, Customer Care (Billing Section)

1.

2.

To attend the consumer’s complaint for high billitayv billing.

To bifurcate the consumer’s written complaint as gemplaint matter and forward them for
further process.

To attend change of name of consumer’s metersdughverification of documents.

Receiving of documents in case of change in tantf amendment if required.



10.

11.

12.

13.

To give duplicate bills if consumer has not recdittee bill and if he complaints about that.
To issue current bill for extension of meter.
To issue installments as per instructions of DEGE Supdt.(ES).

To make corrections in the bills regarding witheca$ wrong punch over-read, wrong debits
or credit etc.

To attend complaints of amendment and issue install if required.

To keep records of staff attendance and leave decor

To keep circulars in update manner.

To attend the P.O. 128 cases and to fill 906, 885 if required in any case.

Overall supervision and guidance to staff.

2.20.14Supervisor, Customer Care (Miscellaneous) :

A)
1.

2.

B)

Stationary :

To check up and put up stationary requisition eveonth
To arrange to get stationery from Dadar Stores.
To arrange to issue stationery to the staff asvameh required.

Printing Indent :

After receipt of approval from DECC/Supdt.(ES) mepspecification form in triplicate
separately for forms and books.

To prepare printing requisition in triplicate artthahed specimen.
To obtain section officers signature on specifmafiorm and specimen.

To forward specification form duly signed by thdiadr to the Material Management
Department.

To make compilation and file one copy of specifmatform and specimen in separate file
maintain for it.

To give printing requisition number and make emtryhe register book maintain for printing
indent.

To note progress of printing requisition i.e. Tende. and Date of Opening, P.O. No., Name
of the Supplier, Cost etc. in the register bookd when we receive papers from Material
Management Department.

After opening of the tender, the Material Managenigepartment forward the tender file for



h)

10.

11.

12.

13.

14.

15.

16.

17.

18.

19.

20.

C)

recommendation.

On receipt of the tender file for recommendatio§Msof sample papers are verified whether
they are as per our specification.

After verification of GSM of Sample papers we reeoemd to the lowest tenders.

rd
If the lowest tender is overlooked and 2nd lowasBo lowest tender is recommended we
have to state reasons why lowest tender is rejected

Recommended tender file is forwarded to the Matétenagement Department.

The recommended firm forwards the proofs of prigfior our approval.

On receipt of proof for approval it is sent to ttwacern section for approval.

To forward the proof duly approved to the Mateknagement Department.

To send material inspection form to the concerti@@evhen material is ready.

To prepare material requisition form when concectisn certifies that the material is O.K.
To arrange to get the material.

To make entry in the register regarding the qugntiate of receipt of material and date and
number of material requisition form.

To inform the concerned section that material ¢®ived.

Material other than stock items:-

If the cost of material is upto™ 2000.00 then ppijpurchase form

If the cost of material is more than Rs.2000.00.

Put up a note to DCECC(S)/CECC/BO/CA/DIA/AGM(ES)/GIWing proper justification.
Put up a revenue sanction form.

To send purchase form along with G.M.’s SanctioM#derial Management Department.
To follow up.

To inspect the material when received.
To arrange to bring the material.

To forward material requisition form.

To hand over the material to concerned section.

2.20.15 Supervisor, Customer Care (Establishment)

A)

(Imprest Cash) :




D)

To prepare purchase form for purchase of matewah imprest cash.
To make entry in the Petty Cash Book.

To get purchase form audited.

To place order to the supplier.

To prepare voucher against cash memo issued tsugiier.

To make entry in the Imprest Cash Register.

Voucher and Imprest Cash Register is audited.

Voucher bill is sent to Colaba CA/DIA for recouprhen

After recoupment entry is made in the Imprest GRspister.

Clothing / Rain Coat & Gumboot :

To make payment for clothing in the month of Junerg year.
To make enry upto date in the clothing Cards.
To prepare note to EDP., T.K., & DIA for stitchiagd washing allowance.

To make payment for Raincoat and Gumboot to Ougslstaff and Umbrella to Sepoy every
three years.

Brief Case :
Brief case is issued to Officers and Outdoor staff.
Issued once in every three year.

To put up sanction note as per due.
After sanction is obtained inform the concern stafpurchase the brief case.

To prepare P.F. enclosing the cash memo of thé dage and zerox copy of sanction and send
to DIA

After P.F. is audited, amount to be paid from Ingp@ash to the concern staff as per their
grade.

Voucher bill is prepared for recoupment of amount.

Brief case due register is maintained further ethds i.e. P.F. No., Cash Memo No. &
Date. Next Due etc.

MIS Report:-



MIS report is prepared every month and a copyhath is sent to DCECC(S).
Information is collected from various sectiofigiepartment in prescribed format.

All other miscellaneous work pertaining to Estainigent Section emerging from time to
time.

2.20.16Supervisor, Customer Care (Deposit section) :

1.

10.

11.

12.

Registering application of deposit refund, prepgarabf deposit verification slip with
comparison of interest register & listings of dapos

Checking of triplicate deposit receipt book befmsuance to CHN counter.
Verification of files to confirm removal of metahange of name etc.

Verification & settlement of MCA queries. Adjustmesf O/S.FB of G/S & G/N ward in
deposit listings.

Attending consumers regarding refund & demand watibn of deposit paid against old
account and adjustment of the same against eléctacoount.

Attending queries of confirmation of deposit in&rgb i.e. 1 to 19 and Agreemental account
and TDS thereon.

Attending queries of non-receipt of interest andSTiereon.

Transfer of accounts cases i.e. after receipt afé@fvices and accordingly changes in
listings preparation of MIS.

Preparation of refund of S. bill and closing altress in deposit listings preparation O/C refund
bills.

Reconciliation work of deposit collection and redied.

Job pertaining to additional S. Deposit demandedriRreparation of fresh receipts.
Transfers of deposit of old account to electromicoaint. Attending queries of non-reflection
of deposit. Preparation of MIS deposit demand dicediection an notices served.

All other work pertaining to deposit demand drive.

2.20.17Supervisor, Customer Care (Receipt Section) :

1.

2.

To maintain Bank Register.

Entries regarding receipts, daily collection, distwed cheques, bank balance, weekly pay
orders and to tally the same.

To keep record of summary of Cash Counters andsadeipts received from EDP.

To prepare weekly and monthly bank collection stetet to tally daily collection of Cash



10.

11.

12.

13.

14.

15.

16.
17.

18.

19.

20.

21.

22.

23.

24.

25.

26.

27.

28.

Counters and banks with EDP Summary.

To maintain bank Punching Mistake Reg. & issue tsiger slips to the banks and to attend
bank queries.

To keep record of collection for north by north.

To prepare vouchers of monthly commission to thekbaTo send monthly bank J.E. to
DECCI/CA

To reconcile deposits of the banks with the reajrdccounts Department.

To solve all types of queries and discrepancieardigg reconciliation and pass Journal
Entries accordingly.

To maintain Advance Rebate code Reg.
To send annual reports regarding bank collection.
To attend letters from consumers and to attendegi&émom Account Dept. & Cash Dept.

To attend consumer’s bill queries to keep recorBaik guarantee received against operating
cash counter by Co-op., Nationalized, schedulekBarbehalf of Undertaking.

To receive dispatch from Banks.
To send counters & banks stubs to EDP after emg@mninarious statements.

To keep record of daily stubs received from EDP.

To write the daily remittance of Cash Counter Gulen and keep record of monthly cash
counter collection.

To maintain register of 16-56 code.

To attend queries from Cash Dept. regarding Renu&and Challans.
To attend J.E.’s (Cyclewise) in Susp. Register.

To extend the amount of Susp. Register.

To post different cycles is susp. Register.

To make statement regarding unadjusted receigvienue transfer A/c.
To maintain Suspense Register.

Posting of Susp. A/c. 1) Cy. 28-form Rec. MissirgcR

Cy-23 Prov. Claim Amt. (Amendment).

Cy-22 Change in Tarriff.

Cash highlight — wrong punching, Transfer of A/@.S. Alc.



29.

30.

31.

32.

33.

To verify stubs for payment discrepancies. To sadwice about suspense and interchange of
paymenti.e. 17-57 & 18-58 Reg.

To maintain insertion deletion Reg. & follow-up.
To maintain Delay-Payment and send advice.
To attend D.L. & queries from all wards.

To attend consumers bill discrepancies.

2.20.18Supervisor, Customer Care (Temporary Section)

1.

10.

11.

12.

13.

14.

15.

16.

Posting of temporary security deposit receipts fgidhe consumer, received from Customer
Care Dept. in Deposit Register (approx. 100 eachtimo

Payment posting in Personal account of consumelediger according to the payment listing
received from EDP and from original receipts shdoyrthe consumers.

To bill the short run cases. (Monthly — 100/150rapp

After billing of short run cases, enter it into dsjfi register and adjustment register.
After audit create O/S of outstanding amounts offstun cases.

If the said amount is refunded by preparing refboiticand entries of the same are made in 4
registers 1) CD Book, 2) Deposit Register, 3) Dépdgjustment Register, 4) Application
Register — Afterwards sent to audit for audit pggo

Posting of letters in application register.

If meter found stopped, damaged — To prepare 8rd.s&nd list to Customer Care
Department for replacement of meter.

To make entries of S.M. after replacement of meter.

Reading folios are prepared for each and everywoaswho is taking temporary meter,
according to the connection order received fromt@usr Care Department.

After auditing has done, to create O/S of outstagdimounts of short run cases.

Likewise, short-run cases, to attend long-run céisesmeters taken for construction, etc. for
long period purpose.)

To prepare summery of Temporary Section and seDEGC.

While attending long run cases, checking of dehit eredit side of A/c. is done from
installation of meter till removal of meter. Periofllong run cases may be for 3,5,7,9 years.

To give refund cheques to consumer of Ganesh Wisd\Wavratri Utsav.

To carry forward the ledger each and every accounéw ledger ( Since 1995- 1996).



17.

18.

19.

To prepare statement of personal temporary acafuwrgnsumer whenever he demanded.
To bill short run/Long run cases.

A separate register is being prepared for the pulapater.

2.20.19Supervisor, Customer Care (Amendment Sectior)

1.

10.

11.

12.

13.

14.

15.

16.

17.

Receiving the ESL-85 Rdg. Statement and manual 8bkrs from EDP / KLG & New
account section.

Preparing manual reading statement consideringlitheand current reading files and
confirming the average for amendment of claim whiahies case to case.

To confirm A.O. 349 A order applied for the casieapplied all correspondence pertaining
to the case consider while preparing the amendoraemtfund any done the LC although the
defective meter replacement case and computeibéingg to the consumer.

Forwarding the preparing reading statement to ERE/Kection to prepared amendment.
Receiving the prepared claim and make noting ipeof claims.

Duly audited claims to sent to consumer. Claim$aity query to forward to EDP/KLG for
correction OR to again to audit dept. after sorbngquery.

Preparing manual Esl-85 claims for the Two met€/@1 & C/24] for consumers.

To follow the instructions and query for the mamyptepared claim and after pre-audit sent the
same to consumer.

To send final notice for claims.

To attend the dispute letters from consumers bierietand personal visit from Electrical
Inspector, from Committee Members from G.M., DGMEQ@C, DCECC office.

To reply to the consumers letters explained thedathe case.

To send disconnections for non-payment of claimnfwrconsidering the final notice and reply
to their dispute correspondence for ESL-85 claims.

To follow up with disconnection memo.

Follow up on Installment cases and to send disadiore or direct debit letter as per the
unpaid amount of installments.

To send the note to disconnection section to ieitltdRA for non payment of claim after
approval.

To keep track on meter removal instructions givedisconnection section.

To forward the case to Review Committee/Review Sommittee or appropriate authority as



18.

19.

20.

21.

22.

23.

24.

25.

26.

27.

28.

29.

30.

per claim amount. To prepare the drafts and maciaah workings for approval and forward
the cases to appropriate authority.

To note down the payments particulars received fERR/KLG And consumer produced
receipts for payment of claims.

If claim fully paid the debit slips forwarded to PIKLG to do necessary debit credit
adjustments.

For the letters of debit of claims the debit naes forwarded to EDP/KLG after a month after
checking the claim payment records.

After settlement of claims the stamping is donbaatkside of current folio mentioning the
claim amount, claim period, base period and fildege after that the case forwarded to
Internal Audit Dept. for post audit.

To attend the audit queries of post audited ESk#&® to correct those errors.

After non-settlement of claim amount if meters reem from the installations the claim
papers are forwarded to Sup. O/S to create additioiS after confirmations of payment
particulars.

Preparation of credit notes for the revised ESlc&8des and refund delay payment charges if
any due to ESL-84 case.

To prepare the brief information of the claim fde&rical Inspector Case and court cases and
put up and forward the cases to Legal Dept. fah&iractions.

To attend court matters and appeal thereafter.

To attend MCA queries.

To prepare manual claim in respect of tariff cases.
Attending invalid cases.

Necessary noting on reading file and necessaryt @ebdit adjustment for settled Security
Vigilance cases.

2.20.20 Supervisor, Customer Care (Government Account Seain) :-

1.

Overall supervision of work;

To attend the consumers and their queries suclgastl complaints, change of name &
address, correction of bills as per authority;

To check the payment in Suspense and pass nec&aitiCredit entries to the  respective
account;

To reply letters received from the consumers;

To send final disconnection notices, removal, toeadf O.S.



6. To reply the MCA/Audit queries;
7. Opening of new accounts;
8. To attend SM and MRAs in regarding files as welbasViaster Tape;

9. Preparing proclaim, forwarding to the consumensds® final notices / disconnection /removal
advices, creation of O.S. etc;

10. Replying Consumer’s dispute regarding amendment;
11. Follow up of O.S. Recovery;

12.  Giving authority codes;

13.  Preparing duplicate bills;

14. Preparing Statements;

15. Attending to Reconnected Memos sent by Customez Dapt.;

16. Attending legal matters such as redressal foruny/Civil/High Courts etc; and appeal
thereafter;

17. Attending exception cases, passing Debit/Crediésiof wrong bills;
18. Attending invalid cases;

19. To attend transfer of A/c, from Govt. to Ordinandavice-versa.
2.20.21Supervisor, Customer Care (Refund of Security Depds :-

1. To attend the consumers regarding security deposit;

2. To check the folio for change in name or meter nreaiio

3 If change in name not done, investigation memigetattached with Change in Name form and send
the same to the consumer,

4, ESL-9 letters sent to consumers for any other query

5. For removal of meter cases, find out O.C., O.S. arh@nd to check whether MRA form
received or attended to be filed, to send 901 aglvic

6. To check security deposit particulars, extra claimount;
7. Prepare Voucher bill, attach interest particulangnf and calculate rate of interest of deposit
amount.

8. Necessary entry of CD nos. in the deposit regissensdry book no. 44, 12, OC OS books
and NT, Suspense books, to close the amount aadsdet

9. Refund of bills of Govt. Staff Quarters and prepfaral bill and sent it to Audit;



10.

11.
12.

13.

Refund of amendment claim and excess paid amotet t@king approval of higher
authorities, as per mount;

Check the entry of amount in the Suspense boolpass necessary remark of the C.D. No.
Collect Review Committee file, make necessary eotmgfund amount and CD No. and send
it to Sup. Stats for checking.

Voucher bill to be sent to Legal Dept. if amounteads is5000/- and any dispute matter of
consumers relating to Legal;

2.20.2Zupervisor, Customer Care (MRA & Suspense) :

1.

2

Entry of MRA Form in the Register (Odd/Even);

Attend MRA Form on the Folio; mention date of mml, units, month and check the MRA
Form as per folio;

Prepare 913 advice form and send it to EDP/KLG;

To prepare OC, OS form and make entry in the Okpb@S book and send it to Audit for
checking;

To attend the Stub cyclewise and enter in the Sisgpbook;

To attend consumers and check the paid amountpteceiify the suspense entry and send
advice for credit amount to EDP/KLG;

Total calculation of paid case and send summapaaf cases to Statistical Section twice in
a month;

2.20.23Supervisor, Customer Care (Outstanding Section) :

1.

2.

To check ESL 84, 85, 86 amount and check the eldm amount;

Find out the last ledger position amount as perok&hdate and enter in the reconnection
form;

Find out O.S., O.C. amount from the old regist&® and DCL book).

Prepare Final Bill and deposit amount on the reeotion forms, make entry in the Registers.

Prepare monthly summary of O.S. and O.C,;
To attend reconnection memo and follow up O.S. Rego
Reconciliation entries and send pleading notices;

To forward the case to Legal Dept. and initiatalggoceedings for recovery;



9.

To put up Committee notes.

2.24  The Duties of Sr. Inquiry Inspector — AG-VII :

He has to carry out investigation on receipt ofkmarder and to submit the report in

prescribed format of work order on daily basis.

1.

2.

2.

3.
2.25

Distribution of work of Inqg. Inspector, Readingefdl to MRBC.
Distributing work to MRBC.

Distribution of disconnection memo to MRBC.

Distribution reconnection memo.

Distribution of Outstanding recovery to Inquiry pestor.
Distribution of work of new account.

Distribution of work of Government Agreemental Aacd
Responsibility :-

Distribute work properly to Ing. Inspector, M.R.B.C

To send Reading files to EDP as per Schedule fiomdpi

To Control on MRBC for bringing, reading as peresuthle.
The Duties of Clerk

2.25.1Clerk, Customer Care (Requisitions) :-

Clerk shall be responsible/assist to Office Assisgand supervisor under whom they work. He

is responsible to fill up all the details of reqtens correctly i.e. name, billing address/supply
address, requisite load, tariff etc. in the Vidusystem. The duties of Clerk shall be as under:

1.

Checking and accepting requisitions at the couatet maintaining an alphabetical index.
Directing the requisition to proper person and made in a register.

Recording details of new requisition received impaiter.

Sending ESL-4 letter stating our requirements ® applicant as directed by Dy. Engr. and
recording the movement in computer.

Preparing connection order in computer.
Writing service quotation and forwarding to the kggmnts.

Writing work orders for laying new service and famding them to Erection department for
execution.



10.

11.

12.

13.

14.

15.

16.

17.

18.

19.

20.

21.

22.

23.

24.

25.

26.

27.

Noting all movements of all requisition in computer
Cancelling overdue requisition.

Keeping a record of cases referred to the plandegartment and to government and
preparing monthly statement of maximum demand auamer.

Preparing statistics and monthly statements to dseafrded to Planning Dept. and
Management.

Keeping record of notices and correspondence fautinorized cases. 38-C

Sending notices to consumers who have not paidrgment inspection fees and leading with
correspondence relating to the same.

Writing notices for faulty installations 38 A, 38 B

Forwarding connection orders and folio preparedh alt details to EDP for billing purpose.
Preparing new installation and service cards for service cases.

Intimating consumer of temporary off supplies regdifor maintenance work.

Noting change of name in installation card as im@ation received from change of name
Clerk.

Intimating consumers regarding details of loadeagiired by them.

Keeping record of idle services remarked by Erectlepartment on service cards and
maintaining a register and also to prepare yeaagment.

Preparing reconciliation of service cable charges meter connection fee statements
monthly and yearly.

Maintaining load register and preparing weekly amzhthly statement to be sent to Planning
Department.

Preparing and forwarding monthly statements of lo@ghected to Electrical Inspector PWD.

Obtaining the cost of damaged and stolen metera MRE and preparing and forwarding
bills to the respective consumers..

Maintaining the register of burnt and stolen metsrg preparing yearly statement of the same.

Preparing bills for recovery of charges/ refunddeposits of consumers, Municipality, PWD
etc.

Preparing receipts for payment received at the tewiand remittance of cash to Cash
Department.

Filing installation paper for each installation record room and issuing them as and when
required.



28.

29.

30.

31.

32.

33.

34.

Receiving all letters received, dispatching therth®proper person and keeping in update
record of movement.

Maintaining registers and attending requisitionsugdply.

Maintaining attendance, preparing job sheets anddialing payment advice in respect of
casual labourers.

Fatal-Non Fatal monthly report and keeping mairgdirecords.
Entering daily fuse messages and sending repagdhe
Monthly Input/ Output statements of Fuse Controls.

In case of BC clerk, he is directly responsiblegiee the correct particulars in respect of the
requisitions applied such as reconnection partisullealance arrears, vigilance claim amount
etc.

2.25.2 Clerk, Customer Care (Establishment) :

1.

10.

11.

12.

13.

Engagement, Taking over, Confirmation and Termamatf staff, maintaining staff position
register — Permanent & Temporary staff viz. Offecand Staff.

Attending to Final Bills and maintaining registefsFinal Bills of ex-employees.
Maintaining S.R. Files and Data register of Offscand Staff for transfer/promotion etc.
Issuing Bus Token and maintaining records there.

Forwarding monthly statement in respect of vacancy.

Quarterly statement of SC/ST staff Permanent & Tanauy etc.

Filing of papers regarding establishment mattezs $iR. File, Quarters, Transfers, Promotion,
Disciplinary action, load arrangement etc.

Preparing payment statement of overtime.
Field duty and Hazardous duty allowance.
Incentive scheme No. 10, 32 and 35 etc.

Forwarding proposal for sanction of leave withoay pHoliday working, Sunday working
and Technical/Clerical Overtime.

Maintaining of Leave Record.
1. Entry of A & B grade Officers leave forms.
2. Staff leave form.

Maintaining of registers.



14.

15.

16.

17.

18.

19.

20.
21.
22.
23.
24.
25.
26.

1)

A)
B)
C)
D)

E)

3)

1 Overtime Technical and Clerical.

2 Meal allowance

3 Compensatory allowance

4 Sunday working

Distribution of Payment Slips, P.F. Slips, InconmexSlips etc.

Forwarding and follow-up of proposals for scrappamgl new purchase of dead stock
items.

Forwarding proposals and maintaining register foolTBags, Brief cases for eligible
Officers/staft.

Forwarding Half Yearly report of vehicles maintaingy A & B grade Officers.

Taking permission for parking the vehicles on ereany duty in no parking zone from R.T.O.

Procurement and distribution of departmental statip items and maintaining records
thereof.

Issue of Gate Passes.

Printing stationery required for Ward.

Filing different papers in respective files.

Forwarding Monthly reports of vehicle utilization.

To purchase tools and printing materials requicediepartmental work.
Payment and recovery advises of I.B. Scheme No 34

Typing work if any.

Free Travel Tokens: i) Register showing name off #tiad issued some travel token set
maintained. ii). In case a FTT is reported spoiled.

To get application from the staff

To ask the staff to pay Rs. 10.00.

To prepare duplicate one and to collect originairfithe staff.
To send original spoiled FTT to O.S. Corr. for caltation.

File all relevant papers in S.R. file. In case & k9 reported lost same procedure is obtained
but on 4th occasion penalty is to be charged.

To maintain attendance and leave record of thé atafking in Establishment Section and



4)

staff of T-7 Grade.

To prepare sweeper’s voucher bills. At present Weepers are used for Cash Counter for
cleaning and providing drinking water.

To put up proposal for new sweeper as per reqapant ii) To prepare bill and make payment
from Imprest Cash. iii) To obtain yearly sanctioh To renew their annual contract.

Attendance and Absentee Memo of A & B Grade Officer
To enter leave forms and LTA forms of A & B Grad#i€®rs in register.

To send these forms to IA after getting sanctiomfproper authorities.
To prepare absentee memos as per the attendaneedilregister.

To Send these memo to Audit Department.

To reply queries if any from Audit Department.

To maintain Muster.

Festival Advance :- Festival Advance is give fom&sh Chaturthy, Buddh Poornima,
X;mas, Ramzan Idd.

To take out circular well in advance.

To send application form to all sections and colteese forms from them.
To prepare advices to EDP & AIA Paysheetwise

To see eligibility of the staff ( to verify religoand grade etc.)
Scholarship :- After receipt of circular form CWO

To send forms to staff members.

To prepare list of staff to whom forms are issued.

To collect the forms along with Xerox of mark lestd verify them.

To verify application forms (v) See eligibility amehether filled properly.
To prepare statement and get it typed.

To give acknowledgment to the staff for recovemsitlapplication.

To send form along with statement of DL to the CWO.

After recovery scholarship statement from EDP.

To prepare advises and send them to AIA along f&#treceipts or attendance from
school or college.



8)

9)

10)

11)

12)

13)

14)

15)

16)

17)

18)

19)

20)

21)

22)

Worker’s Education Classes :- To prepare billstfi@se who have gone for Study Tour.
LTA & Encashment :

To issue LTA & Encashment forms to the staff.
To collect these forms from them and enter in tegis

To verify the forms and check eligibility
To get sanction of these forms
To send these forms to IA. & Time keeping

Identification notes. : To issue identification @stto the staff for payment of LTA,
Encashment, P.F. loan, Society loan etc.

PF loan & Society Loan Forms :- To verify PF Refabl@ and non refundable forms and
society loan forms.

Housing loan to verify documents regarding Housaland subsidy and get attested from the
Head of the Department.

Financial Assistance of Rs. 500.00: - To verifynfoand attendance of school from staff
members and make statement Paysheetwise and sebdPtand AlA for payment.

Meal Allowance: - To send Meal allowance of membefsstaff after informing them in
register to Audit Department & to verify them

P.F Nomination Forms: - To check P.F. nominatiarsnk and send them to P.F Department
and give acknowledgment to the staff and solveigséirany.

Departmental letters regarding various subjectslisg attendance to time keeping No
objection certificate for passport, for sending .= etc.

Laminated Bus Pass to Retiree: To make arrangeimeBus passes to retirees after
receiving Photograph from them and to make enttiéregister and issue these laminated
bus passes to them and to issue service certiticastiree.

Final bills: - To enter final bills of separated @oyees in the register and send these bills

to Time Keeping and follow up them

Salary Certificate: - To prepare salary certificateer receiving applications from member
of the staff.

Sport leave Forms: To maintain register of spavéeform and send them to Time Keeping;

Medical Reimbursement. :- After receiving applioatirom members of staff sent it to
Medical Department / AIA & CPO. After receiving sdion from them bills are to be prepared
and send them to CA/DIA. When these bills are phds®t. Section has to receive
Identification notes and issue the same to stafhbes.

Dispatch: - Sending dispatch to various Departmeh@olaba.



23)

24)

25)

26)

Application for quarters and promotion to variouss{s :- To verify application for quarters
and check their eligibility and send them to Wedf&@epartment — To verify application for
promotions and check eligibility of them and getthyears attendance from the Time Keeping
and three years record from S.R. file.

Change of Address: - To get applications from staffnbers who want to change their
addresses in S.R. File and issue them lettersriorA®a and send copies of these letters to
various department.

Ex-gratia payment: - To give identification & entryEx-gratia slip to ex-employee.

Complaints: To attend complaints for repairing fture’s, Water Cooler, telephones,
electrical fitting etc. List of Duties of SupervisgMisc.) :

2.25.3Clerk, Customer Care (Cash Counter):

1.

Receive the amounts and the bills from the conssirmed write down the amount received
on the bill form.

Put the bill form in the Machine and operate thelnae to pass the receipt.

Issue receipted bill to the consumer.

Count the days’ collection and prepare the rentta@hallans with the particulars of cash and
cheques collected, receipts passed (from--- toxlamdotal amount of the receipts passed.
Prepare cash collection memo with following patacs.

Date of collection.

Machine receipts nos. (from --- to )

Manual receipts (hand receipts) from ---to

Total amount of receipts passed.

Total amount deposited with Cash department.

Deposit the cash collections as shown on remittahaélan with the Cash Department.

Send the Cash collection memo, counter folios oips to Audit and then to the Receipt
Section.

2.25.4 Clerk, Customer Care (Bill Delivery Section) :

1.

Correction of address to maintain register,reppre the investigation memo, to advice the
amended address to EDP, to attend the folio, ématthe consumer complaints.

2.25.5 Clerk, Customer Care (Dishonored Cheque Section) :

1.

Receiving cheques from Cash Department (N) fronsteg



2. Receiving cheques from Cash Department (S) fronstesg

3. Receiving cheques from Customer Care Department fegister.

4, Receiving cheques from Receipt Section (N) fromsteg

5. Sorting of cheques — zone wise Electronics, Tentp. Bustomer Care Dept.
6. Entry in zonewise register.

7. Checking of A/c. Nos. from All Zone Computer.

8. Sent advice to sorting inspection for cancellabboheque facility.

9. If cheque consist of 2,3, or 4 A/cs, then confiha bill amounts from Ledger or Receipt
Section and advice Accordingly.

10. Rejected adjustment to be check which comes frorR EDeadvice through
Control Section.

11. Dish. Cheque of Temp. Section — Prepare separalteduadvice to debit the amount — to
Temp. Section.

12.  Dish. Cheque of O.S. amount — Inform to O.S. Seatiozones.

13. Suspense A/c. cheque - find out the original Aderfrzone 7 then Debit advice.

2.25.6 Clerk, Customer Care (Exception)

1. To attend cyclewise exception (Part I, II, Ill, IX§ceived from EDP/KLG day to day.

2. To initiate the pink memos, yellow memos whenetes necessary.

3. To attend the 3rd exception of low and Nil consuomptnemos.

4. To attend the Green memo, Yellow memos, Pink mesmdsComputer memos received from

Sub Engineer and distribute the same to the coade®ection if so.

5. To note the report of Sub. Engineer on M.R. Fadind maintain record of the same.

6. To maintain the Register of Computer memos, Pinknogeand Yellow memos separately.

2.25.7 Clerk, Customer Care (Change of Name)

1. To accept the change of name requisition by verifthe documents and demanding
security deposit.

2. Register to be maintained.

3. In clear cases noting in the file to be done andcad to be sent to EDP/KLG.



In doubtful cases, cases are to be sent for irgag&in.
Dispute letters to be replied.

Cases of High Court / City Civil / Consumer Redatdorum are to be attended with Legal
Dept.

2.25.8Clerk, Customer Care (Letters)

1.

2.

10.

11.

12.

To maintain data-wise register of Consumer’s lstter

To prepare investigation memo as per consumetérland forward to Sub Engr.
After receiving report from Sub. Engineer make goin reverse of folio.

In case of replacement to send report to Sup. NA.

In case of wrong punch, over read, slab benefirépare Debit/Credit adjustment and send
to pre-audit.

In between the audit period bills to be pulled atl make necessary correction in the bill and
send back to OA . After receiving adjustment papgeosn Audit debit/credit note to be
prepared and record the same on reverse of folladabit/credit note send to post audit. After
that the same is forwarded to EDP Cell Ill. Aftebd/credit passed approval to be taken for
Delay Payment waived.

In case of removal of meter approval to be takehadter that send for disconnection clerk
for further action.

In case of meter replaced under O.T. Duplicate ygatjoebe sent to I.F. with due approval
of concerned authorities. If required debit/credijustment to be prepared.

In case of Electronic Meter. Meter replacementipaldrs to be taken from I.F. Section.

To attend invalid cases.
To take legal action.

To give written reply to consumers complaints.

2.25.9 Clerk, Customer Care (Disconnection Section)

1.

Puling out the disconnection memos referring NTiBter, VIP and Payment Noting
Register, MRA Register, DR/CR Register etc;

Preparing the lots for disconnection after obtagrtime officer’s signature on disc. Memo;
Distribution of lots to MRBC,;

Initiating reconnection orders after payment;



10.

11.

2.26

Sending reconnection orders to Outdoor Section;

Initiating MRA for non-payment of regular bills;

Reconnection Fee Debit Advice to EDP;

Preparing Disc. Memo for dishonoured cheque cases;

Initiating MRA for party letters and non-paymentdi$honoured cheques;
Scrutinize the scan list;

MIS Reports and various reports to AECC.

Duties of Stenographer:.-

Stenographer shall be responsible to Divisionalifie®y and Supdt.(ES)/Assistant Engineers

for departmental dictation and typing work. Theiesiof the Stenographer shall be as under:

1.

2.

3.

2.27

2.

2.28

Taking dictation and transcribing it on computguéwriter and produce required copies, etc.
To make necessary correction in the draft copies.

Typing departmental letters, monthly statementftdedters, written notes etc. and produce
required copies

Cutting stencils according to the instructions frofficers.
Duties of Typist :

Typist shall be responsible to Sr. Adm. Officer aksbt. Adm. Officer (Establishment). The
duties of typist are as under .:

Typing of draft, to make necessary correction i@ dnaft copies, typing Departmental letter,
written notes, Monthly statement etc., maintaindiaé of department on computer for day to
day information, cutting stencils of departmenttterawhenever required.

Doing clerical work as and when required by Offikssistant / Supervisor

Duties of Shop Recorder

2.28.1 Duties of Meter Reader & Bill Collector (MRBC)

1.

He is responsible for recording meter reading atlyeand to ensure to attend the alerts of
RAMCRAM. In case of any extra meter/meter not de/direct electric supply noticed, if any
in the cabin other than the data / file of MR foliee should immediately bring to the notice of
Dy.Engr./Sub Engr./OA/Supvr. Meter Reading.

To take reading of conventional meters and ordiméggtronic meters.
Disconnection of electricity as per memos.

Reconnection of electricity as per memos.



2.29

2.30

2.31

Submit various reports for non availability of mets board, inaccessible meters for
readings, cabin key not available, unread meters.
Inquiry Inspector -

He has to carry out site investigation on receiptvork order and to submit the report in
prescribed format of work order on daily basis.cbafirm the working of meters.

Change at tariff (Investigation)

Change of address and name (ii).

Investigation regarding various codes N, B, C, &1 et

To give new account to meter installed.

Responsibility :-

To verify various codes properly e.g. H, C, B, NdEs.

To verify change in tariff cases, R TOC, CTO R et

Duties of Scavenger

Nature of work: Clearing and moping of Consumerpd@ament, Godown, Cash Counter

Office, Cash Department etc.

Duties of M.V. Driver :

2.31.1M.V. Driver, Customer Care

To drive departmental Jeeps to perform outdoowitieis such as disconnection, recovery, site

testing. To bring cash from all Cash Collection een

2.32

1

Looki
ng
after
the
dispat
ch of
paper

withi
nthe

Duties of Sepoy
The duties and responsibilities of the sepoys siell

Takinc the outward dispat( to various departmen



divisi

ons2

3 Cleaning the tables and chairs.

4 Carrying out other minor work, such as bringifigtationary etc.

5. To clean the table & chair in the office.

6. To carry meter reading files, ledgers etc. abwhen required by the concern clerk while

attending consumers complaint.

7. To insert the new connection folios in the me¢axding files.
8. To tie the ledgers sheets of the payment madbéogonsumer at the various cash counter.
9. To distribute exception and reading files waidenafter received from EDP.

10  Todispatch call back of meter to the IFN Sects per instruction of the Ward Officer.
11.  To carry urgent dispatch of various Ward/SectomColaba, EDP etc.

12.  To hand deliver the Consumer’s letter as peirtbtruction of DECC and Ward Officer.
13.  Totie Deposit listing, Demand month wise apde& wise.

14.  Bind loose sheet according to ledger nos. Aygan

15.  Arrange the meter reading files and ledgetseatppropriate places.

16.  Switch off the light and fans after closing ica& office.

17.  To lock the office and hand over the keys t®oSkcurity Guard.

2.33  Duties of Jamadar

1. To post sepoys ward wise by rotation for 3 meniro take their attendance every morning.
To post sepoy in the absence of any sepoy postibe irespective ward / section.

2. To inspect sepoy whether they are in uniformair

3. To note the outdoor dispatch received from Sedfitamd and to arrange to forward the same
through sepoy.

4, To inspect the work given to sepoy has been domectly.



2.34 Duties of Messenger

Delivery of bills.

2.35 Duties of Daftary
To maintain the daily workbook of messenger, Biistibution record register, presently of
messenger, Sorting of bills (Making of parts — neeger wise).

2.36 Duties of Sorter

Sorting of bills, pull out of bills.

2.37 Duties of Record Keeper (Godown) - :
1. Keeping reading folios files according to cycle avis
2. Keeping ledger file according to cycle wise.

3. When folio comes from Wards section have to arrangeperly number wise and then
have to do Patti pasting accordingly.

4, Every year before month of March ending have tomete new ledger files.
5. Record keepers are maintaining reading folio ftlesent and old for 10 year.
6. Record Keeper are maintaining stubs, Audit, Roki@ims, Stationery etc.
7. One register book has been kept in Godown seatioméintenance of record. Incoming

and outgoing registers.

8. Investigation memo of four-ward wise section arrag@nd filing is done.

9. When Record Keeper have to carry old files, papeRBMGP, Dharavi Record keeper have to
inform Dy. CSVO for arranging one Security Guardptust at Godown Section, to check the
material and then proceed to PMGP Dharavi.

3.0 Section : 4 (b) (iii) : The procedure followedn the decision making process, including channels
of supervision and accountability

In order to resolve the issues and difficultiesamuring the day to day work of the department,
meetings are held by the senior managers peridgligdlerein various issues are discussed and if
required, the procedures for smooth functioninghef various activities of the department are deffine
Accordingly, Administrative Orders / Office OrdeftsProcedure Orders if necessary are issued. The
department has defined duties and responsibildfesach and every officers and staff working in the
department, the accountability of the work havendeesd as stated in Para 2.0 above.

4.0 Section : 4 (b) (iv) : The norms set by it fothe discharge of its functions



The Electricity Act, 2003 determines law relatimggeneration, transmission, distribution and use
of electricity. This act is applicable to the BEBmmdertaking. With the enactment of Electricity A2003,
Maharashtra Electricity Regulatory Commission (MBR@s defined MERC (Standards of Performance
of Distribution Licensees, period of giving Supplyd Determination of Compensation) Regulation, 2005
wherein norms are defined for the various actisitiequired to be carried out by the Customer Care
Departments, which are as follows :-

Standards of Performance of Distribution Licensees

| Supply Activity / Even | Standar
1. Provision of Supply
)] Time period for completion of inspection of apphta Seven (7) days
premises from date of receipt of application
i) Time period for intimation of charges to be borye b
applicant from date of receipt of application
- In castconnectiolis to be from existing networl Fifteer (15) day:
- Where extension of distribution main or Thirty (30) days
commissioning of substation is required
i) Time period for provision of supply from daté
receipt of completed application and payment of
charges
- In castconnectioni to be from existin¢ network One (1) montt
- Where extension or augmentation of distributirejnm| Three (3) months
IS requirec
- Where commissionin of substatio is requirec One (1) yeal
2. Restoration of supply
)] Norma Fuse Off Call Three (3) hours
i) 22kV [ 11kV / 415V overhea line breakdowi Fout (4) hours
i) Distributior transforme failure Eighteel (18) hours
iv) Undergroun cable fault Eight (8) hours
V) Burni Metel Eighteel (18) hours
3. Quality of supply
)] Maintenance of voltage within the specified raraf the In case of low or
declared voltage medium voltage,
within 6 percent of




the declarer voltage

In case of high
voltage, within 6
percent on the highe
side and within 9
percent on the lower
side of the declared
voltage

In case of extra high
voltage, within 10
percent on the highe
side and within 12.5
percent on the lowel
side of the declared

)

voltage.

i) Control of the harmonies level at the pointsofpply As per IEEE STD
519-1992

4. Meters

)] Meter inspection in case of customer complaagiarding Four (4) days

meter

1)) Replacement of meter if found faulty Within sdguent

billing cyle

5. Reconnectior

)

Reconnection of a consumer who has been discorthfste
less than six (6) months from the time of paymédmither
all amounts to the satisfaction of the Distributlooensee
or, in case of a dispute such amount under protest
accordance with the proviso to Sub Section (1)ewiti®n 56
of the Electricity Act, 2003

Four (4) hours

6. Complaints on consumer’s bills

)] Acknowledgement of receipt of consumer complaint Immediately if
complaint is filed /
lodged in person or
telephonically Seven
(7) days if made by
post

i) Resolution of billing complaints

i) About electricity bills regarding non receipt ofllair | Within Twenty Four
inadequate time for payment. (24) hours of receipt
During subsequent
i) In case of other complaints billing cycle
7. Complaints charter / service
)] Visible display of name tag by authorized represive of | All interactions with

Distribution Licensee and he should produce / shovof of

identity and authorization if consumer asks

consumer

8. Other service:




Reading of consumer’s meter

Once in every thre
(3) months
(agricultural)

Once in every two (2
months (all other
consumers)

Time perioc for othel service from the date of applicatior

- Changrof name

Seconibilling cycle

- Chang: of tariff categor

Seconibilling cycle

- Reductiolin contrac demani/ sanctione loac

Seconibilling cycle

- Closure of account — Time period for payment of
final dues to consumer from the date of receipt of
application for closure of account

Thirty (30) days
(Class 1 cities and
Urban area)

Forty Five (45) days

(Rural areas)

e

To define norms, the BEST Undertaking has alsod&aierms & Conditions of Supply and
schedule of Charges, which is approved by MERC dwhis available on website viz.
www.bestundertaking.com

5.0 Section : 4 (b) (v) : The rules, regulations, anuals and records held by it or under its controls
or used by its employees for discharging functions

referred :-
(1)
(2)

3)

(4)
()
(6)
(7)

(8)
(9)

For discharging various duties by the officers ataff of department, following documents are

Electricity Act, 2003

Indian Electricity Rules

MERC (Standards of Performance and Distributiorehsees, Period of Giving Supply and

Determination of Compensation) Regulations, 2005.

MERC (Electricity Supply Code and Other Conditi@isSupply) Regulations, 2005.

MERC (Consumer Grievances Redressal Forum & EtggttOmbudsman) Regulations, 2006.

Electricity Consumers — Rights Statement frame8B$T Undertaking and approved by MERC.

Terms & Conditions of Supply and Schedule of Chaifgemed by BEST Undertaking and

approved by MERC.

Tariff Order

Standing Orders / Service Regulations / Officergdsd Procedure Orders / various Administrative



Orders
(10) Central Electricity Authority Regulation (for Me&r

6.0 Section : 4 (b) (vi) : The statement of the cagjories of documents that are held by it or under
its control

List of Files

1) Technical Clearances for load release abou€\®5
2) New Service Connections

3) ID Papers

4) Load Certificate

5) S.R. File

6) Standing Orders

7) Service Regulations

8) Departmental Manual

9) Committee & Corporation Matters / Committee
10) Circulars, Misc.

11) Procedure Orders

12) Technical Standards

13) Administrative Report

7.0 Section :4 (b) (vii) : The particulars of any aangement that exists for consultation with or
representation by the members of the public in relaon to the formulation of its policy or
implementation thereof.

MERC, on exercise of powers conferred by section of Ekgtt Act, 2003 notifies various
regulations, which are applicable to BEST UndertgkiOn draft regulations, comments and suggestions
are invited from consumers, representative of Caoresu-orum and other organizations. The public heari
is held, which is attended by the representativeafsumers, Consumers Forum, other organizations.
During the hearing, discussions are held on suggesand comments received from these groups. BEST
undertaking also offer comments on the issues duhe hearing. Subsequently, considering the same,
regulation is framed by MERC.

Also periodical meetings are held with the représt@re of consumer and with the members of
various Electrical Contractors Association. Basadhe suggestions, for smooth function of departmen
if require procedure / administrative order arespds

8.0 Section : 4 (b) (viii) : A statement of the bads, councils, committees and other bodies consisg
of two or more persons constituted as its part ordr the purpose of its advice, and as to whether
meetings of those boards, councils, committees anther bodies are open to the public or the minutes
of such meetings are accessible for public.

(a) B.E.S.T. Committee - Members of the BEST Committeeappointed by the Municipal Corporation

of Brihan Mumbai. These members have had experienadministration, financial and labour matters

of transport or electric supply. Some of these memnlare councilor elected by the public. The BEST
Committee normally meets once in a fortnight andoiind necessary at other times. The BEST
Committee has right to frame Regulations, formulatdicy, and approve contracts each involving
expenditure exceeding Rs. 10 lacs and to apprav8tidget Estimate of the undertaking.



(b) Review Committee — This committee deals with theious claims initiated by the Undertaking
against unauthorized use of Electric Supply, Diggbply, Meter Tampering etc. Based on the docusnent
/ inspection reports available on record, the eviamendment if required, is worked out by the
Committee.

(c) Consumer Grievance Redressal Forum - The forumstabkshed for redressal of grievances of
consumers. The Forum is constituted by three mesniko are as follows:
() The Chairperson of the Forum is a retired senidicjal officer.
(I One member is a officer in the rank of Divisionalgiheer of the Undertaking. (1)
One member is a representative of a registereduomgrsgrievances organization.

Initially, the consumer is required to approacteintal Grievances Redressal Cell (IGR) of each
Customer Care Dept. In the event that a consunmatisatisfied with the remedy provided by the IG&!
to his Grievance within a period of two (2) monthmm the date of intimation, the consumer may staibmi
the Grievance to the said Forum. The detail promedof CGRF is available on our website:

http://www.cqarfbest.org.in

9.0 Section : 4 (b) (ix) A directory of its officers and employees :-

Sr.No. | Name Desig Grade Ch No P/S.
1 Sunil Shankar Gawde Div Engr A-3 212903 139/02
2 Prmila Prashant Nikale Supdt A-4 215933 139/02
3 Dattakumar R Ingale Supdt A-4 213310 139/02
4 Praveen Achupha Prabhu Asst Engr A-5 215231 139/02
5 Kusumakar Abhimanyu Loke Asst Engr A-5 212776 139/02
6 Vijay Sakharam Chavan Dy ENGR G/GVI 217139 139/02
7 Amol Gopal Tambe Dy ENGR G/GVI 217108 139/02
8 Gajanan Kashinath Raut Dy ENGR G/GVI 213309 139/02
9 Rajesh Dhomaji Rangari Dy ENGR G/GVI 216958 139/02
10 Salauddin Amir Khtik Dy Eng G/GV 213236 139/02
11 Bhausaheb Ganpat Gite Sub Engr G/GV 216649 139/02
12 Noorullah Absarullah Khan Ch Engr/Sub(P) P1/T8 215595 139/02
13 Nitin Samadhan Jadhav Ch Engr P1/T8 217192 139/02
14 Parag Prakash Zore Ch Engr P1/T8 217191 139/02
15 Sarvesh Kumar Brahma Ch Engr/Sub(P) P1/T8 215498 139/02
16 Tufail Ahmed Fareed Shaikh Ch Engr/Sub(P) P1/T8 215619 139/02
17 Predeep Ganpat Prabhu Ch Engr P1/T8 403839 139/02
18 Dinesh Shankar Raut Ch Engr/Sub(P) P1/T8 215696 139/02
19 Kiran Balasaheb Koli Ch Engr/Sub(P) P1/T8 216810 139/02
20 Ravindra Narayan Gurav Ch Engr/Sub(P) P1/T8 216818 139/02
21 Sameer Suaratsingh Pardesi Ch Engr/Sub(P) P1/T8 216884 139/02
22 Nilesh Suresh Sarmalkar Ch Engr/Sub(P) P1/T8 216933 139/02
23 R .S. Sawant Ch Engr P1/T8 215424 139/02
24 Uttam Kisan Dhage AAM A-5 214017 139/02
25 Minakshi Bhimrao Salve Sr Adm Off. A/GX 214151 139/02




26 | Anrthony Pascol D'souza AAOP A/GVIII(P) 211781 139/02
27 | Sangeeta Sadanand Purao AAOP A/GVII(P) 213670 139/02
28 | Niyati Arun Newalkar AAOP A/GVIII(P) 213545 139/02
29 | Manohar Damodar Gawde AAOP A/GVIII(P) 212681 139/02
30 | Shekhare Ganpat patole AAOP A/GVIII(P) 213004 139/02
31 | Vijay Bhika Khothawde AAOP A/GVIII(P) 213871 139/02
32 | Ranjana Narendra Jadhav Supervisor A/GVII 212571 139/02
33 | Prasad Mohaniraj Joshi Supervisor A/GVII 213511 139/02
34 | Nandakumar Bhikaji Sawant Supervisor A/GVII 214171 139/02
35 | Shailaja Rajendra Dalvi Supervisor A/GVII 214308 139/02
36 | Rajkumar Shivling Nimbalkar Supervisor A/GVII 214342 139/02
37 | Madhuri Nitin Patwardhan Supervisor A/GVII 214090 139/02
38 | Bhiwaji Bhalchandra Sawant Sr Ing Insp/AAOP A/GVIII(P) 212217 139/02
39 | Chandrakant Kashinath Tipri Sr Ing Insp/AAOP A/GVIII(P) 213979 139/02
40 | Allwyn Rolly Misquitta Sr Ing Insp/AAOP A/GVIII(P) 213716 139/02
41 | Dilip Bhaskar Hadkar Sr Ing Insp/Sup(P) A/GVII 213170 139/02
42 | Mukesh Vasudev Pimpale Inquiry Insp/Sup (P) A/GVII 321244 139/02
43 | Pradnya Manoj Kamble Clerk A/GV 198556 139/02
44 | Nath Shankar Rupnawar Clerk A/GV 199240 139/02
45 | Santosh Shantaram Salve Clerk/ Sup(P) A/GVII(P) 213171 139/02
46 | Dhananjay Vasudeo Virkar Clerk/ Sup(P) A/GVII(P) 213718 139/02
47 | Sudesh Lahu Temkar Clerk/ Sup(P) A/GVII(P) 214137 139/02
48 | Meena Kishore Waghela Clerk/ Sup(P) A/GVII(P) 214241 139/02
49 | Sunil Dhondu karpe Clerk/ Sup(P) A/GVII(P) 214259 139/02
50 | Usha Arun Bodke Clerk/ Sup(P) A/GVII(P) 214300 139/02
51 |S M. Salvi Clerk/ Sup(P) A/GVII(P) 213780 139/02
52 | Vijay Ramchandra Deshmukh Clerk/ Sup(P) A/GVII(P) 214273 139/02
53 | Suhas Mahadeo Tambe Clerk/ Sup(P) A/GVII(P) 214276 139/02
54 | Girish Ramakant Mankame Clerk/ Sup(P) A/GVII(P) 214124 139/02
55 | Pramod Tilak Yadav Clerk/ Sup(P) A/GVII(P) 213489 139/02
56 | Neha Dvendra Kotnis Clerk/ Sup(P) A/GVII(P) 214358 139/02
Harishchandra Lahoo 139/02
57 Mithbawkar Clerk/ Sup(P) A/GVII(P) 214446
58 | Nasim Karim Khan Clerk/ Sup(P) A/GVII(P) 214618 139/02
59 | Meghal Mahendra Jadhav Clerk/ Sup(P) A/GVII(P) 214787 139/02
60 | Lata Laxman Dhuri Clerk/ Sup(P) A/GVII(P) 215052 139/02
61 | Prbhakar Shivrvam Ambre Clerk/ Sup(P) A/GVII(P) 215320 139/02
62 | Shilpa Nandakumar Joshi Clerk/ Sup(P) A/GVII(P) 215785 139/02
63 | Jagruti Dhiraj Bilimoria Clerk/ Sup(P) A/GVII(P) 216147 139/02
64 | Prabhakar Laxman Tandale Clerk/ Sup(P) A/GVII(P) 324260 139/02
65 | Sandeep Tukaram Tulaskar Clerk/ Sup(P) A/GVII(P) 324512 139/02
66 | Vijay Gulabrao Baile Clerk/ Sup(P) A/GVII(P) 325512 139/02
67 | Sakharam Ganpat Gosavi Clerk A/GV 326461 139/02
68 | Aishwary Baliram Kadam Clerk A/GV 218075 139/02
69 | Aarti Sandeep Wagh Clerk A/GV 217538 139/02
70 | Jayta Jaywant Ugwkar Clerk/Typist A/GV 217332 139/02
71 | Mansi Ajit Pednekar Clerk/Typist A/GV 217679 139/02




72 | Jalindar dattatray Pakhare MRBC/SUP (p) A/GVII(P) 191425 139/02
73 | Jitendra Namdeo Sheshware MRBC/SUP (p) A/GVII(P) 191494 139/02
74 | Uday Vasant Otawkar MRBC/SUP (p) A/GVII(P) 192663 139/02
75 | Rajesh Vasant Bagwe MRBC/SUP (p) A/GVII(P) 213153 139/02
76 | Shirish shripad Ulman MRBC/SUP (p) A/GVII(P) 213157 139/02
77 | Ramesh Bashistha singh MRBC/SUP (p) A/GVII(P) 213943 139/02
78 | Ravindra S. Yelinje MRBC/SUP (p) A/GVII(P) 213993 139/02
79 | Pratap jaivant sawant MRBC/SUP (p) A/GVII(P) 214635 139/02
80 | Shrikant Shankar Shetty MRBC/SUP (p) A/GVII(P) 214744 139/02
81 | Sanjay Govind Naik MRBC/SUP (p) A/GVII(P) 214761 139/02
82 | Samir Jaywant Kamat MRBC/SUP (p) A/GVII(P) 215095 139/02
83 | Ranjeet Dhanaji Mali MRBC/SUP (p) A/GVII(P) 216272 139/02
84 | Prakash Ramchandra Pathak MRBC/SUP (p) A/GVII(P) 280369 139/02
85 | Shaukat Ali Hasan Shaikh MRBC/SUP (p) A/GVII(P) 280710 139/02
86 | Padeep Khotu Vichare MRBC/SUP (p) A/GVII(P) 321239 139/02
87 | Umesh Shridhar Sarang MRBC/SUP (p) A/GVII(P) 322714 139/02
88 | Santosh Sakharam Rogye MRBC/SUP (p) A/GVII(P) 322777 139/02
89 | Vinod Anaji Rane MRBC/SUP (p) A/GVII(P) 409675 139/02
90 | Parshuram Maruti Mali Shop Rec/Sup(P) A/GVII(P) 191526 139/02
91 | Ravindra Dadu Kamble Shop Rec A/GV 4046 139/02
92 Bhausaheb Popat Korke Shop Rec A/GV 196864 139/02
93 | Manikrao Anandrao Bhosale Shop Rec/Sup(P) A/GVII(P) 322459 139/02
94 | Francis Selvaraj Nadar Shop Rec/Sup(P) A/GVII(P) 215503 139/02
95 | Vijay Kondiba Jagtap Sr Record Keeper(P) | A/GVII(P) 280447 139/02
96 | Suhas Maruti Sawant Sr Messenger(P) A/GlII 280311 139/02
97 | Paris Pascal D'souza Sr Messenger(P) A/GlI 280347 139/02
98 | Bhavanna Ganganna Nallur Sr Messenger(P) A/GlI 280407 139/02
99 | Ashok Pandurang kadam Sr Messenger(P) A/GlI 280411 139/02
100 | Sanjay M Wayal Messenger A/GlII 280440 139/02
101 | Ramnath Popat Lohkare Sr Messenger(P) A/GlI 280441 139/02
102 | Dagadu Rama Pardhi Sr Messenger(P) A/GlI 280446 139/02
103 | Vikas Waman Juhukar Sr Messenger(P) A/GlI 280461 139/02
104 | Chandrakant Shivaji Chavan Sr Messenger(P) A/GlI 280477 139/02
105 | Sunil Tukaram saste Sr Messenger(P) A/GlI 280479 139/02
106 | Harish Arjun Sindhav Sr Messenger(P) A/GlI 280483 139/02
107 | Santosh Janardhan Gurav Sr Messenger(P) A/GII 280485 139/02
108 | Sunil Shripat Kadam Sr Messenger(P) A/GlI 280490 139/02
109 | Vijay Sitaram Rajpure Sr Messenger(P) A/GII 280549 139/02
110 | Milind A Sawant Sr Messenger(P) A/GlI 280551 139/02
111 | Jitendra Shitaram Shikhare Sr Messenger(P) A/GlI 280553 139/02
112 | Rajendra Vithoba Babar Sr Messenger(P) A/GlI 280564 139/02
113 | Manoj Jagannath Gupta Sr Messenger(P) A/GlI 280621 139/02
114 | Dnyandeo Dadu Sapkal Sr Messenger(P) A/GII 280622 139/02
115 | Ajit Vasant Rane Sr Messenger(P) A/GlI 280623 139/02
116 | Sanjay Rau Shinde Sr Messenger(P) A/GlI 409954 139/02
117 | Prashant Ramakant Nalawade Sr Messenger(P) A/GlI 409955 139/02
118 | Kanchan Sangram Singh Sepoy/Jamadar (P) P3/AGI 280666 139/02




119 | Kamal SanjuJadhav Sepoy/Jamadar (P) P3/AGI 280755 139/02
120 | Ashwini Bhau Pawar Sepoy P3/AGI 280899 139/02
121 | Purnima S.Chandanshive Sepoy P3/AGI 280852 139/02
122 | Meghraj Ramnath Khot Daftari P3/GIV 280280 139/02
123 | Ganesh | Shinde MRBC(TECH)/Sr JoiP P1/T6 402608 139/02
124 | Tanaji Shamrao Borate Inves Insp P1/T6 404358 139/02
125 | Sanjiv pandurang Ambre Inves Insp P1/T6 404362 139/02
126 | Chintamani Balram Agravkar Inves Insp P1/T6 404890 139/02
127 | Sambhaji Rajgonda Magdum Mtr Insp Sr P1/T5 404909 139/02
128 | Prabodh Narayan Angre Mtr Insp Sr P1/T5 404911 139/02
129 | Shaligram Shivram Chitte Mtr Insp Sr P1/T5 404912 139/02
130 | Shrirang Ramchandra Bansode Mtr Insp Sr P1/T5 408582 139/02
131 | Vishal Anant Vartak Mtr Insp Jr. P1/T4 402227 139/02
132 | Deepak Vithal Abhang Mtr Insp Jr. P1/T4 402228 139/02
133 | Sachin Shridhar Patil Mtr Insp Jr. P1/T4 402242 139/02
134 | Mukund Harishchandra Kasekar Mtr Insp Jr. P1/T4 402290 139/02
135 | Gangaram Vasudev Charatkar Mtr Insp Jr. P1/T4 402315 139/02
136 | Prashant Vasant Bhuyal Mtr Insp Jr. P1/T4 402559 139/02
137 | Sharad Raghunath Shete Mtr Insp Jr. P1/T4 404128 139/02
138 | Sanjay Sudam Garje Mtr Insp Jr. P1/T4 404217 139/02
139 | Vinod Raviji Sankhe Mtr Insp Jr. P1/T4 404223 139/02
140 | Deven Hareshwar Vartak Mtr Insp Jr. P1/T4 404233 139/02
141 | Pradeep Shrikant Narvekar Mtr Insp Jr. P1/T4 404234 139/02
142 | Rakesh Anant Chavan Mtr Insp Jr. P1/T4 404272 139/02
143 | Santosh Dhondiram Kumbhar Mtr Insp Jr. P1/T4 404273 139/02
144 | Ajit Mahadev Padalkar Mtr Insp Jr. P1/T4 404291 139/02
145 | Sanjay Kisan Talsaniya Mtr Insp Jr. P1/T4 404295 139/02
146 | Anil Madhukar Nikam Mtr Insp Jr. P1/T4 404308 139/02
147 | Dilip Tulshiram Sable Mtr Insp Jr. P1/T4 404315 139/02
148 | Prakash Shamrao Pawar Mtr Insp Jr. P1/T4 404431 139/02
149 | Manoj Chagan Jain Mtr Insp Jr. P1/T4 404433 139/02
150 | Narendra Bhikaji Nigudkar Mtr Insp Jr. P1/T4 408303 139/02
151 | Ramsharan B Agnihotri Mtr Insp Jr. P1/T4 408578 139/02
152 | Shrikant Shantaram Kankekar Mtr Insp Jr. P1/T4 409550 139/02
153 | Atmaram Raghunath Sawant Mtr Insp Jr. P1/T4 408974 139/02
154 | Prakash Sharaman Vanjara Mtr Insp Jr. P1/T4 409039 139/02
155 | Vasim Khan Mohd Inamdar Mtr Insp Jr. P1/T4 409649 139/02
156 | Sanjeevkumar B. Bharate Mtr Insp Jr. P1/T4 409681 139/02
157 | Sanjay Bhimrao jadhav Mtr Insp Jr. P1/T4 409829 139/02
158 | K.L.Kagane Mtr Insp Jr. P1/T4 404137 139/02
159 | Aniket Ashok Patil Wireman P1/T4 402272 139/02
160 | Shrikant Ramchandra Shinde Wireman P1/T4 402281 139/02
161 | Prasad Hari Mhaskar Wireman P1/T4 411001 139/02
162 | Prakash Eknath Jankar Wireman P1/T4 413094 139/02
163 | Tejas Vijay Palav Wireman P1/T4 402317 139/02
164 | Rajendra Vasant Sonawane Carpenter(P) P1/T4 404136 139/02
165 | Nandakumar Shantaram Jadhav |  Sr Nawghnay(P) P1/T2(P) 324102 139/02




166 | Kiran Shantaram Kalushte Sr Nawghnay(P) P1/T2(P) 408761 139/02
167 | Mahendra Yashwant Surve Sr Nawghnay(P) P1/T2(P) 409189 139/02
168 | Deepak Dattaram Yadav Sr Nawghnay(P) P1/T2(P) 410613 139/02
169 | Shreedhan S Palkar Sr Nawghnay(P) P1/T2(P) 410950 139/02
170 | Dinkar Sadanand Rao Sr Nawghnay(P) P1/T2(P) 411293 139/02
171 | Sandeep Purshottam Gotpagar Nawghnay P1/T1 411605 139/02
172 | Santosh Waman Tikkam Sr Nawghnay(P) P1/T2(P) 411611 139/02
173 | Chandrakant Ghanu Tikkam Nawghnay P1/T1 411747 139/02
174 | R.S Kamble Nawghnay P1/T1 410661 139/02
175 | Ratankumar Ramsare Singh Nawghnay P1/T1 410968 139/02
176 | Vishwas Vishnu Pednekar Sr Nawghnay(P) P1/T2(P) 412311 139/02
177 | Suresh Babu Divekar Nawghnay P1/T1 412184 139/02
178 | Sachin Namdeo Kakde Nawghnay P1/T1 412725 139/02
179 | Gajanan Bhaskar Koli Nawghnay P1/T1 413161 139/02
180 | Nilesh Shrikant Raikar Nawghnay P1/T1 413170 139/02
181 | Vinayak Krishna Kamtekar Nawghnay P1/T1 413184 139/02
182 | Abhinay Vinayak Jadhav Nawghnay P1/T1 413200 139/02
183 | Anil Narayan Karvande Nawghnay P1/T1 413222 139/02
184 | Santosh Narayan Davane Nawghnay P1/T1 413491 139/02

11.0 4 (b) (xi) : The budget allocated to each ofsi agency, indication the particulars of all plans,
proposed expenditures and reports on disbursementeade :-

Budget Estimates for the Financial Year 2022-23

Budget
Particulars Estimate 2022-
2023
(in Rs. Lacs)
(a) Establishment
i) Salaries, Wages & Allowances NA
i) Dearness Allowance
(b) Repairs & Maintenance of Meter Relays, instrumetts(materials) NA
i) Meter relays instrument etc.
i) Tools & Plant including replacement
(c) Stationery Printinc & Drawing materie NA
(d) Deadstoc (Furniture Tools & Equipment NA
(e) Cos of Bus Token: & Passe NA
() Providen Func Contributior NA
(g) Contingencie NA
Total NA

12.0 Section : 4 (b) (xii) : The manner of executioof subsidy programmes including the amounts
allocated and the details of beneficiaries of sugbrogrammes :-

Not Applicable



13.0 Section : 4 (b) (xiii) : Particular of recipients of concessions, permits or authorizations
granted by it.
Not Applicable

14.0 Section : 4 (b) (xiv) : Details in respect @dhe information available to or held by it, reducedin
an electronic form.

The information in respect of the working of theigas departments and duties and responsibilities
of the officers and staff working within the depaent is made available on the website
www.bestundertaking.com. On this website, the wari@gulations determines by the MERC and alsoserm
& conditions and schedule of charges determinethbyBEST Undertaking is on display. The various
applications forms required to be filled in by t@sumer are also made available to avail servige the
Undertaking on this website. The particulars suemame, address, consumer’s number, meter

number etc. of the consumer in service are storedeictronic form.

15.0 Section : 4 (b) (xv) : The particulars of fadities available to citizens for obtaining informaion
including the working hours, library or reading room, if maintained for public use.

The citizens / consumers can avail information fithen officer and staff available in the concerned
department during the working hours. Also, depantm&orking manual is displayed in the form of
electronic on the website viz. www.bestundertaldog. The citizens / consumers can also avail the
requisite information under Right to InformationtA2005 from the Public Information Officer’'s ofeh
Undertaking. The consumer can retrieve monthlytetsty bill from the website. The electricity bill
payment can be made online. Also, he can downlaaidws application form require to be registered to
avail services from the Undertaking.

16.0 Section : 4 (b) (xvi) : The names, designatismnd other particulars of the public information as
may be prescribed and thereafter updates these pubhtions every year :-

Public Information | g : . .
ShriU K Dhagel  Officer / Asst. %I"I ﬁ('OF‘;r’ LraE.Sporta“O”MEngg‘?e“zgoBc'%%" 24151718
Adm. Manager ilak Road, Kingsway, Mumbai — i
ShriSs Appellate Authority| - ong Floor, Transportation Engineering Bldg,, 24141389
Gawd / Divisional Tilak Road. Ki Mumbai — 400 031 24146262
awde Engineer ilak Road, Kingsway, Mumbai — L Extn. 555

17.0 Section : 4 (b) (xvii) : Such other informatia as may be prescribed.

In order to resolve the grievances of the consumime, Internal Grievances Redressal Cell (IGR
Cell) is formed in every department, which is hehdby the administrative officer in grade A-5. If
consumer is not found satisfied at the IGR Celhefconcerned department, he may approach to Canrsum
Grievances Redressal Forum (CGRF) for their redteggyrievances.



