CONSUMER GRIEVANCE REDRESSAL FORUM
KERALA STATE ELECTRICITY BOARD LTD- SOUTHERN REGION
VYDYUTHI BHAVANAM, KOTTARAKKARA.

Present: 1. Smt.Laila.N.G,Deputy Chief Engineer, Chairperson
2. Smt.. Sajina.T,Executive Engineer, Member I
3. Sri.C.K.Harikumar,Advocate,Member IlI
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Standards of Performance
rant tandar f performance .- (1) Every distribution licensee shall
provide to the consumers and users, the services at the guaranteed standards
of performance as specified in sub-requlations (2) to (17) hereunder,-
(2) Restoration of supply in the case of normal fuse-off calls .- Every distribution
licensee shall restore power supply in the case of normal fuse-off calls,
within the timelines as  specified  hereunder,-
(i) in urban areas - within six hours from the time of registration of complaint;
(ii) in rural areas - within eight hours from the time of registration of complaint;
if) in difficult areas - within ten hours from the time of registration of complaint :
Provided that the period from 6 p.m. on the date of complaint to 8 a.m. on the
next day shall not be counted while calculating the above limits in difficult areas.
(3) Restoration of supply in the case of breakdowns of overhead line or
overhead cable .- Every distribution licensee shall restore power supply in the
case of breakdowns of overhead line or overhead cable, within the time lines as
specified  hereunder,-
(i) in urban areas - within eight hours from the time of occurrence of breakdown,
(if) in rural areas - within twelve hours from the time of occurrence of breakdown,
(iir) in difficult areas - within sixteen hours from the time of occurrence of
breakdown:
Provided that, the period from 6 p.m. on the date of occurrence of breakdown
to g a.m on the next day shall not be counted while calculating
the above timelimits.
(4) Restoration of supply in the case of breakdowns of underground cable.-
Every distribution licensee shall restore power supply in the case of break downs
of under ground cable , within the time lines as specified hereunder,-
(i) in urban areas - within twenty four hours from the time of occurrence of
breakdown;
(if) in rural areas - within forty eight hours from the time of occurrence of

breakdown;,



(iif) in difficult areas - within forty eight hours from the time of occurrence of
breakdown:
Provided that the period required for obtaining approvals, if necessary, from
competent authorities for breaking open of public path ways shall be excluded
while calculating the above time limits:

Provided further that, the period from 6 p.m on the date of occurrence of

breakdown to 8 a.m. on the next day shall not be counted while

calculating the above time [limits.

(5) Restoration of supply in the case of failure of distribution transformer .-

Every distribution licensee shall restore power supply in the case of

failure of distribution ransformer,within the time lines as specified

hereunder

(i) in urban areas— within twenty four hours from the time of occurrence of

breakdown;

(ii) in rural areas— within thirty six hours from the time of occurrence of

breakdown ;

(iff) in difficult areas— within forty eight hours from the time of occurrence of

breakdown :

Provided that, the period from 6 p.m. on the date of occurrence of

breakdown to 8 a.m. on the next day shall not  be
counted while  calculating the above time limits .

(6) Alternate supply.- Every distribution licensee shall, wherever feasible,

ensure without any delay, alternate supply during the failure of normal

supply.

(7) Period of scheduled outages.- Interruption in power supply due to

scheduled outages other than load-shedding, shall be notified by the

licensee at least twenty four hours in advance and such interruption shall

not exceed ten hours in a day.
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