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❑ Consumer Affairs Department was established in  the 
year 2003 in pursuance of Section 39 of the NEPRA Act, 
1997.

❑ Section 39:

Complaints — (1) Any interested person, including a
Provincial Government, may file a written complaint
with the Authority against a licensee for contravention
of any provision of this Act or any order, rule,
regulation, licence or instruction made or issued
thereunder.

The Authority has delegated the powers, concurrently, to
Member (Consumer Affairs) and NEPRA Consumer Complaints
Tribunal to hear and decide the complaints. 2



❑ Section 38 of the NEPRA Act, 1997:

(3) Any person aggrieved by any decision or order
of the Provincial Office of Inspection may, within
thirty days of the receipt of the order, prefer an
appeal to the Authority in the prescribed manner
and the Authority shall decided such appeal within
sixty days.

The Authority has delegated the powers to the Appellate
Board to hear and decide Appeals filed against decisions of
the Provincial Offices of Inspection. 3



❑ Over billing.

❑ Detection bills.

❑ Non-replacement of defective meters.

❑ Non-replacement of damaged transformers.

❑ Delay in provision of connections.

❑ Low voltage problem.

❑ Load Shedding.

❑ Any other violation by DISCOs.
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❑ The Authority has directed all Distribution

Companies to print snapshot of meter reading on

electricity bills to avoid over billing.

❑ In light of the directions of the Authority, the

Distribution Companies have started printing

snapshots on bills, and consequently, the number
of complaints regarding over billing has reduced.
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At present, NEPRA has its Regional Offices established at the 

Provincial capitals. These are:

Quetta

Established in 
Nov 2011

Lahore

Established in 
Jul 2013

Peshawar

Established in 
Sep 2013

Karachi

Established in 
Oct 2013



Additional offices of NEPRA are

being established at DISCOs’

Headquarter level:

 Gujranwala

 Faisalabad

 Multan

 Sukkur

 Hyderabad



8

DISCOs
TOTAL

Complaints 

received 

Complainant advised 

to resubmit complaint, 

being incomplete

Redressed by 

DISCOs
Under Process

[A] [B] [C] [D] = [A] – [B+C]

K-Electric 4331 844 3480 7

HESCO 767 51 712 4

SEPCO 906 189 709 8

IESCO 205 9 193 3

GEPCO 173 27 141 5

LESCO 945 297 642 6

FESCO 224 34 186 4

MEPCO 1292 231 1023 38

QESCO 21 2 17 2

PESCO 805 271 498 36

TESCO 3 0 2 1

WAPDA 2 1 1 0

NTDC 1 0 1 0

Total 9675 1956 7605 114
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DISCOs
TOTAL

Complaints 

received 

Complainant advised 

to resubmit complaint, 

being incomplete

Redressed by 

DISCOs
Under Process

[A] [B] [C] [D] = [A] – [B+C]

K-Electric 630 82 508 40

HESCO 260 17 229 14

SEPCO 248 35 201 12

IESCO 107 7 94 6

GEPCO 97 16 69 12

LESCO 200 20 139 41

FESCO 100 8 88 4

MEPCO 276 12 249 15

QESCO 27 0 20 7

PESCO 232 10 140 82

TESCO 1 0 0 1

BTPL 17 0 17 0

Total 2195 207 1754 234
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STATUS OF COMPLAINTS (LAST 5 YEARS)

Year TOTAL Complaints

received / redressed

2013 2813

2014 3539

2015 5399

2016 3560

2017 4896

2018 9675

2019 (Jan-Jul) 2195



❑ The Federal Ombudsman has also decided to refer its all

complaints to NEPRA for decision. NEPRA has, so far, received

more than 7000 electricity consumer complaints for disposal since

October 2017.

❑ The Federal Ombudsman has been intimated that NEPRA Offices

at DISCOs’ Headquarter level will be established by September

2019. Therefore, the complaints would be referred to NEPRA once

the offices are established.
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Appeals/representations against the findings/

recommendations of the Federal Ombudsman

pertaining to different Distribution Companies (which

were earlier decided by the President of Pakistan) are

being referred by the President’s Secretariat to NEPRA

for decision.
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Complaint received at CAD

Whether the complaint fulfills the 
criteria laid down in Rule 3 of 

CH&DRP, Rules?

No

Processed within 7 working 
days.

Advice to the 
complainant for 
re-submissions 

of the complaint 
as per 

CH&DRP, 
Rules.

Registration of complaint 
and issuance of notice to 
the DISCO/respondent

Yes



Complaint sent to DISCO/respondent 
for submission of report within the 

prescribed time

Receipt of report from the 
DISCO/respondent

If report is satisfactory the same 
is shared with the Complainant 

for information/comments.

Reminder is issued. 
DISCO may seek 

extension in submission 
of report.

No

Receipt of rejoinder of the 
Complainant over the report of 

DISCO.

If no rejoinder is 
received, the Case 
is considered as 

redressed.

No

Yes

No
The case is again 

taken up with the 

DISCO



An opportunity of hearing to the parties shall be 
provided before taking final decision.

A site inspection is conducted (if required) to arrive at a 
fair decision. 

Rejoinder received

Decision is issued by Member (Consumer Affairs) or 
the Tribunal comprising of ADG (CAD), LA (CAD) 

and concerned DD (CAD).



Any party aggrieved with the decision of Member 
(Consumer Affairs) or the Tribunal.

The party needs to file motion of leave for review within 30 
days of the date of decision.

Member (Consumer Affairs) or the Tribunal may admit or reject 
the review motion filed by the party.

Member (CA) or the Tribunal may render its decision 
after providing an opportunity of hearing to the 

concerned parties. 

Review 

Motion 

rejectedIntimation 
is sent to 
the party.

Review Motion 

accepted

Any party aggrieved with the decision of Member (CA) 
or the Tribunal may challenge it before the Appellate 

Tribunal.



THANK YOU !


