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NATURAL GAS
CONSUMER SERVICES MANUAL .

SUI SOUTHERN GAS COMPANY LIMITED




1.1 SCOPE OF THE MANUAL

The Consumer Service Manual has been developed by Swi Southem Gas
Company Ltd (SSGC). The intention/purpose of this manual is to provide:

Essential information regarding company’s procedures and practice being followed in
SSGC for serving its Natural Gas Customers.

This manual covers processes for providing services to customers for Gas connection,
Billing, Payment, Additions/Alterations in Gas Load, Disconnection /
Reconnection and to deal with Gas Emergencies and Complaints of Customers.

The above processes are performed by SSGC’s various departments namely Sales,
Billing, Customer Relations (CR), Measurement and Distribution.

Upon the request from a customer SSGC shall forward a copy of this manual fo the
customer at a reasonable charge to cover the cost of Printing and Postage.

The relationship between customer and SSGC can be affected by regulatory
requirements.  Both SSGC and customer shall comply with regulatory
requirements relating to the supply of Natural Gas.
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SECTION - 1

GENERAL



1.1 SCOPE OF THE MANUAL

The Consumer Service Manual has been developed by Sui Southern Gas
Company Ltd (SSGC). The intention/purpose of this manual is to provide:

Essential information regarding company’s procedures and practice being followed in
SSGC for serving its Natural Gas Customers.

This manual covers processes for providing services to customers for Gas connection,
Billing, Payment, Additions/Alterations in Gas Load, Disconnection /
Reconnection and to deal with Gas Emergencies and Complaints of Customers.

The above processes are performed by SSGC’s various departments namely Sales,
Billing, Customer Relations (CR), Measurement and Distribution.

Upon the request from a customer SSGC shall forward a copy of this manual to the
customer at a reasonable charge to cover the cost of Printing and Postage.

The relationship between customer and SSGC can be affected by regulatory
requirements.  Both SSGC and customer shall comply with regulatory
requirements relating to the supply of Natural Gas.



1.2 DEFINITIONS

Unless the context indicated otherwise, the following words have the following meanings.

1) The Company:
i1) Authority:

i)  Bank:

iv)  Billing Cycle:

V) Gas
Connection/
Service line.

vi) Customer:

vii) CUP:

viii)  ASO:

1x) Bill:

X)  Supply
Address:

Xi) Contract:

xii) CMS

xiii) House line
plan:

xiv)  Approved
Contractor:

Means Sui Southern Gas Company Limited. (SSGC)
Means Oil & Gas Regulatory Authority (OGRA)

Means a Serving or Commercial Bank or other recognized
Institution approved by the Banking Council.

Means the regular recurrent period in which a customer
receives a bill from the Company.

Means tieing up of a Natural Gas installation to the Company’s
Distribution System to natural gas installation.

Means a person who is being provided the gas or who buys
the gas and whose name appears on the billing database

Means case under process.
Means Assistant Sales Officer.
Means Monthly Gas Bill.

Means the address at which natural gas supply is to be
provided to a customer.

Means an agreement between the company and the customer, in
which terms and conditions have been laid down for gas supply.

Consumer Meter Station

Layout drawings for laying of Gas Pipelines and fittings within
the boundary of customer premises.

Means person who is entitled/authorized to carry out the Gas
pipeline installation with the permission of the company.
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xv)  Distribution
System:

xvi) Emergency:

xvii) Heating Value:

xviil) Meter:

xix) Refundable
Advance

xx)  Reading:

xxt)  Supply:

xxii) Metering:

xxiil) Gas:

xxiv) Month:

xxv) Rates
Schedule:

xxvi) Deposit:

A network of Pipes, Meters, Controls and Valves, which the
company uses to supply Natural Gas.

Means an emergency due to the actual imminent occurrence of
event which in any way endanger or threatens to safety or health of
any person or which destroys or damages or threatens to destroy or
damage any property.

Means units of Energy contained in one cubic meter of gas
measured under standard conditions.

An instrument to measure the quantity of Gas passing through it
within the designed capacity.

Means an amount of money or other arrangement acceptable fo

the company as Security Deposit against a customer defaulting on
payment of bill.

Means figures shown on a Meter Register either read or
collected directly or transmitted or transformed by electronic, radio
Or MICTOWaVE means.

In relation to Natural Gas means the delivery of Natural Gas
and related services.

To regulate the basis for the installation of metering equipment
and the operation and maintenance of new and existing metering
equipment at a customer’s supply address.

Means Natural Gas available at present within the country.

Means a period of time for Billing purpose of 30 consecutive
days.

Means gas rates to be charged from different categories of
Customers, which setout the charges for service and certain other
Terms and Conditions for a class of service.

Means Security Deposit for the supply of Gas to the said

premises in accordance with the facilities required. It includes
Security and Service line Gas connection charges in case of
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Domestic use and for Commercial and Industrial use Equivalent to 3
months (estimated gas Load / Gas consumption) as Security deposit.

xxvil) Year: Means a period of 12 consecutive months.

xxviii) Day: Means any period of 24 consecutive hours beginning and ending
at Midnight (24 Hrs./ 00 Hrs.) Areas specified in the contract.

xxix)TBS (Town Border Station) Means a pressure regulating installation that reduces gas
from high-pressure supply mains into feeder mains, which
have services tapped from them.

AxX)SMS (Sales Meter Station)  Means an installation that reduces high pressure gas from
transmission system to the distribution system at
permissible limits of distribution pressure. It may also
measure volume of gas being injected into the distribution
system and contain equipment/arrangements for
odorization of Natural Gas passed through it.

xxxi) @ : is the symbol of “Diameter of Pipe”.

1.3 ENERGY CONSERVATION AND SAFETY

To create awareness amongst consumers regarding the conservation and safe use of -
natural gas SSGC launches a comprehensive campaign through print and electronic
media including TV and Radio.

Some of the useful hints given to consumers regarding safety and to cut down/reduce gas
bill during winter months are as follow:-
a. Gas heaters should be used with great care.
+ Always place the heater at an appropriate distance from bed.
¢+ Do not use rubber pipes as they are unsafe.
+ Keep a window open while the heater is on.
+ Turn off the heater and gas valve before going to sleep.
b. For reducing gas bills.
+ Use Geyser economically by turning it to WARM and to HOT only
15 minutes before use, then return it to WARM.
+ Minimize use of Room Heater. Tum off Room Heater before going
to bed or when leaving the room.
+ Check gas appliances in your home for proper operation and ensure
there are no leaks in your houseline.
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The consumers are advised to read the advertisement carefully as they contain valuable
information for their safety and use of natural gas efficiently. Few examples of such
advertisements are enclosed at Annexure-H.

1.4 INTERRUPTION OF GAS SUPPLY

Where the company considers that for reasons of safety or in order to undertake demand
management measures to meet its seasonal or emergency requirements, the supply of
natural gas to some or all consumers in any specified area must be interrupted, reduce or
restricted, it shall, so far as reasonably practicable in the circumstances, interrupt, reduce
or restrict natural gas supply to the consumers. The company will interrupt gas supply in
accordance with SSGC’s licence condition no. 35 and Natural Gas Allocation and
Management Policy, 2005 issued by Government of Pakistan. Copy of Natural Gas
Allocation and Management Policy, 2005 is enclosed as Annexure-F.

1.5 MISCELLANEOUS PROVISIONS

The vision of SSGC is to be “A Model Utility”, providing quality service by maintaining a high
level of ethical and professional standard and through the optimum use of resources. The following
documents are also attached with this manual.

a) Performance and Service Standard issued by OGRA Annexure-“A”,

b) Procedure for Dealing with Theft of Gas Cases approved by OGRA Annexure-“B”

¢) SSGC’s Complaint Resolution Procedure Annexure-“C”
d) Complaint Resolution Procedure Regulations, 2003 Annexure-“D™
e) Gas Supply Disconnection/Reconnection and Recovery Policy Annexure-“E”
f) Natural Gas Allocation and Management Policy, 2005 Annexure-"F”
g) 1199 Call Centre Annexure-“G”
h) Gas Conservation and Safety awareness Advertisements Annexure-“H"
1) Compensation Procedure Annexure-“T"
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SECTION - II

APPLICATION AND PROCESSING
FOR NEW GAS CONNECTIONS
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APPLICATION FOR NEW DOMESTIC GAS CONNECTION

2.1.1 Applications on prescribed form (RT-1) in pink celor for new domestic gas
connection will be received at Sales Department through SSGC’s registered Low
Pressure (Gas Piping Contractors along with the following documents:

a) Copy of CN.LC. of applicant
b) Copy of gas bill of the nearest address/premises
¢) Pay order for connection charges in favor of S8GC

The Receiving Officer will check the validity of pay order, name / address and the
documents attached along with application form (RT-1) thoroughly to ensure that all
columns are properly filled in and that the applicant’s signature matches with signature
on his Computerized National Identity Card. Application on plain paper shall not be
accepted.

2.1.2 05 to 10 % applications for new connection would be physically surveyed on
random basis to confirm address as per physical position. Only those applications
will be considered and processed which comply with licence condition no. 33.1.

2.1.3 Each application form contains pre-allotted Sketch Number that will be registered
in Sales Computer database/Customer Information System for further
processing/record on daily basis for further tracking and monitoring,

2.1.4 S5GC Engineering Department would test the internal houseline to avoid any
chance of leakage and provide service / meter. The above job will be carried out
in line with the requirement of license condition no. 41. The time frame for
commissioning of gas will be in line with license condition no. 33.

SUBMISSION AND REGISTRATION OF APPLICATION FORM FOR NEW
COMMERCIAL CONNECTION

2.1.5 Rough sketch showing route of house line will be submitted initially through
Houseline Contractor along-with following pre-requisite documents:

a) Valid Trade License from concerned Civic Authority.

b) Copy of CN.LC.

¢) Copy of ownership document of property/shop where connection is required.

d) Gas bill of nearest address / premise.

¢) Estimate/quotation of internal houseline fitting charges.

f) In case of tenant, tenancy agreement, C.N.I.C. copy and NOC from landlord.

g) Pay order for Rs.1000 (adjustable against connection charges) as processing
fee, subject to change from time to time by competent authority.
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2.1.6 The rough sketch shall be registered manually and allotted a registration number.

2.1,7. Premise will be surveyed after receiving the required documents to certain the
connected gas load, size and route of intemal houseline and nature of business in
order to process gas connection. Survey Officer will authorize the contractor to
carry out internal houseline if there is no irregularity.

The confractor will submit proper application form (RT-1) in green
celour for approval along with pay order of required amount.

PROCESSING OF DOMESTIC AND LOW PRESSURE COMMERCIAL
APPLICATION

2.1.9 SSGC has registered a number of contractors to submit application form (RT-1) on
the behalf of prospective customer after inspection of the premise and carry out
mternal houseline.

2.1.10 Data entry of application is carried out in the Sales database/Customer
Information System for further process/record.

2.1.11 Applications will be technically examined by the Sales Survey Officer and if
found correct in all respect, approval for processing of domestic connections is
granted and authorized for payment on NO VISIT BASIS. 5 to 10 %
applications are physically surveyed on random basis to confirm address and
route of houseline as per physical position. However, the commercial connection
cases are 100% physically checked by an Engineer of sales department. After
survey payment of pay order in Company’s bank account is deposited. Un-
approved applications are returned to the contractor mentioning the reason.

2.1.12 Approved applications (RT-1) is processed for payment and original receipt is
returned to contractor for onward delivery to the applicant as an acknowledgment.

2.1.13 The Data Processing Section after payment will generate Test Form of each
application. The Test Form contains all the relevant information of the applicant.

2.1.14 Test Form Section will check and verify the particulars of test form with the
application form, and send test form to Engineering Department for execution of job.

2.1.15 Record/data of all the applications is regularly updated in the computer database.
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GAS CONNECTION CHARGES

2.1.16 The charges for new gas connections are in accordance with those approved and
notified from time to time and are subject to change by competent authority.

CONVERSION FROM DOMESTIC TO COMMERCIAL

Customer’s own request

2.1.17 Request for the existing domestic customer for change of tariff to commercial
would require the following documents along-with the application.

a) Copy of last paid bill

b) Attested copy of valid trade license issued by the concerned Civic Authority.
c) Attested copy of CN.I.C.

d) Attested copy of ownership document of the property.

¢) In case of tenant, tenancy agreement and NOC of landlord.

2.1.18 Physical inspection of the premise will be conducted to ascertain connected load,
existing size of houseline and nature of business.

2.1.19 Billing clearance of existing domestic account will be obtained from the concerned
billing zone. If the customer is already found using gas for commercial purposes,
the difference of gas tariff charges will be recovered from the customer by the
Billing Department.

Fresh commercial account number will be allotted and new contract would be signed by
the applicant.

2.1.21 Connection charges will be recovered in accordance with those approved and
notified, from time to time by competent authority.

Un-authorized nse of gas for commercial purposes (detected by company)

2.122 Un-authorized use of gas for commercial purposes by the existing Domestic
customer in violation of contract, the gas supply of customer will be first
disconnected. Before processing of change of tariff, billing clearance is issued for
recovery of up-to-date gas bills and difference of gas fariff charges. The
procedure for processing shall be same as followed in clause 2.1.17. After the
process the Billing Department is advised to bill the customer on commercial
tariff.
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CONVERSION FROM COMMERCIAL TO DOMESTIC

2.1.23 On receiving the customer’s request the premise will be physically checked to
confirm whether all bumers and gas installation for commercial use have been
removed and the premise shall be used for domestic purposes only. New account
number will be allotted and domestic contract shall be signed.

2.1.24 Finally, Billing Department will be advised to recover the difference of tariff
charges in accordance with those approved & nofified, from time to time by
competent authority

DOMESTIC GAS CONNECTION TO MULTISTOREY BUILDINGS

2.1.25 Documents submitted by the applicant would be carefully scrutinized. The
following documents are required:

a) Copy of C.N.I.C. of the builder/owner.

b) Copy of ownership documents.

¢) Copy of approved building plan from the competent authority.

d) Billing clearance in case of old premise.

¢) Undertaking from builder / Owner and NOC from all concerned authorities.

Sales Engineer/Officer will visit the Site personally and conduct a detail survey to
ascertain gas load requirement confirmation of gas main size / route of House
Line, location of meter points and any other relevant information. After
conducting physical survey, permission will be granted to the contractor to carry
out the internal house line fitting. Houseline will be again checked on secondary
survey at the time of submission of individual gas connection form (RT-1).

In case of Intermediate pressure Line the separate quotation would be issued or otherwise
case would be processed through Common House Line at customer’s cost, after
charging the required CHL Maintenance charges from the customer,

After final approval from Head of Department, application forms for individual gas

connection would be processed for payment and the case would be sent to
Engineering Department for execution of job.

Page 11 of 69



UN-AUTHORISED EXTENSION IN GAS LOAD AND PRESSURE OR BOTH

2.1.29 On receiving information from Billing, Customer Relation, Sales and Metering (S
& M) and Measurement Departments regarding un-authorized extension of gas
load / pressure, the premises shall be physically checked by an Engineer to
regularize unauthorized gas load extension and quotation would be issued to the
customer for payment.

2.1.30 If the payment is not received within the specified period, gas supply could be

disconnected on account of un-authorized extension as per the terms of contract.

DOMESTIC GAS CONNECTION THROUGH OVER HEAD COMMON
HOUSELINE (C.H.L)

2.1.31 Gas connection would be provided through common houseline (CHL) to premises
where underground distribution main cannot be laid due to narrow streets and any
other technical reasons. Common Houseline is laid at COMPANY’S COST. The
Company also provides gas connection through wall to wall common houseline at
a premise which is located in the area which is not regularized / houses are not
shown in the drawing and SSGC distnbution main exists only in the outskirt of
that locality. Jobs are executed by company’s pre-qualified low pressure
contractors at CUSTOMER’S COST because it is not company’s practice to
invest in non-regularized / unauthorized localities and within private premises.

PROCESSING OF COMMON HOUSELINE CASES

2.1.32 SSGC registered houseline contractor will submit four copies of drawing/sketch
showing street, number of houses, length of common houseline along with NOC
from each owner of house to lay gas pipe fitting through their premises and an
undertaking from all applicants that they will not provide un-authorized gas
connection.

2.1.33 Engineer/Officer would carry out the physical survey and submits
recommendation. The Manager (Sales) will approve the case if it 1s found OK in
all respect.

2.1.34 In case of Common Houseline at customer’s cost, maintenance charges per
running meter shall be recovered in addition to normal connection charges.

2.1.35 Individual RT-1 form will be processed normally as per the prescribed procedure
mentioned in clause 2.1.8
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COMMISSIONING OF GAS SUPPLY

2.1.36 After processing the application form by the Sales Department, gas supply shall be
commuissioned by the Utilization Department by pmwdmg service connection and
anstallation of meter.

2.1.37 Immediately after commissioning of gas supply, the commissioned test form (in
original) containing the meter number, date of commissioning gas supply and
initial index of meter shall be returned by Utilization Department to Sales. The
commissioning entries shall be made in the Sales data base and send the
commissioned test form to Billing Department through Data Processing for start
of billing.

PAYMENT OF STAMP DUTY

2.1.38 Company shall make payment on account of applicable Stamp Duty on each new
gas connection contract form to the Board of Revenue, Government of Sindh.

MATTERS RELATING TO LOW PRESSURE HOUSELINE CONTRACTORS

Low Pressure Houseline Contractors are significant part of SSGC because they play a
vital role in different areas on behalf of the Company and bring the new domestic
and low-pressure commercial gas connection business through out the provinces |
of Sindh and Balochistan. They are working under the license issued by the
SSGC. The Company grants their registration/license as per the requirement
according to workload in different areas as and when deemed necessary. Each
franchise area has a number of contractors who are free to operate anywhere in
that area which infuse the competition within them. The contractor copes with the
work of internal fitting to which the Company does not pay any thing. If SSGC
employee fitters/helper uses its own resource, the comparative cost to the
customer would be considerably higher than the contractor's fitting cost.

In order to maintain Company's standard the internal gas installation is carried out
by the contractor's qualified fitters/supervisors. The technical abilities/skill of
fitters / supervisors is developed through the proper training program conducted
by Utilization Department who after obtaining practical test, issue license to carry
out the gas pipe fitting as per Company’s specification/standard.

The contractors are regulated according to the terms and conditions contained in
the license/registration. Strict disciplinary action is taken in case of violation of
the terms / conditions of registration and system/procedure prescribed by the
Company.
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Registration

2.1.40 On receiving an application from a firm for grant of licence for low pressure
domestic/commercial house line gas contractor for domestic and low-pressure
commercial customers, a survey of the office of firm shall be conducted to obtain
the following information:

a)" Location of office whether it is situated in commerdial area and easily
accessible to common man.
b) Size of office.
‘¢) Telephone connection must be in the name of owner.
d) Whether the applicant has technical experience and skill staff.
e} Office must be as per SSGC’s standard.

2.1.41 If any firm fulfills the above formalities, the case will be submitted for Managing
Director’s approval subject to the requirement of Company. Thereafter, applicant
will be accordingly informed to complete the following further formalities:

a) Production of documentary evidence of being income tax payer.

b) Bank’s pay order for the applicable charges with security deposit.

c) Bank’s certificate for minimum amount of Rs.500,000/- subject to change by
SSGC from time to time, as a proof of financial soundness.

d) Third party liability Insurance Policy duly checked and verified by the
Finance Department.

€) Workmen Compensation Insurance Policy duly verified by the Finance
Department.

Renewal of Registration

2.1.42 The registration will be renewed for the ensuing year subject to evaluation of
contractor’s performance and payment of renewal fee (non-refundable).

Disciplinary Action

In the event of violation of the terms of registration and complaint against the contractor,
explanation letter will be issued. At the same time departmental investigation will
also be carried out to ascertain the factual position. If the allegation against the
contractor are not found of serious nature and his previous record is found un-
blemished, a warning will be issued. However, if it is of serious nature, the
registration will be suspended and show cause notice is issued in order to provide
full opportunity of defence to the contractor. The reply to show cause will be
further examined and if it is not satisfactory, the registration will be cancelled
after obtaining Managing Director’s approval. The cancellation letter is issued to
the contractor and this fact will be published in daily newspaper for the
information of public. Contractor will have a right to file an appeal before the
Managing Director whose decision will be final and binding upon him.
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REFUND OF CONNECTION CHARGES WHERE CONNECTION IS NOT
REQUIRED

2:1.44 Customer requests for refund of the amount paid by him before commissioning of
gas supply (he no longer desires to have the gas connection) such request would
be processed within 30 days. The time frame for refund to customers is subject to

change from time to time by competent authority. The following procedure shall
be adopted.

2.1.45 Applicant would submit application in Sales Department for refund of connection

charges along with the copy of C.N.I.C and original payment receipt issued to him
by Sales Department.

2.1.46 Engineering Department would be advised to return the test form without taking
any action.

b 2.1.47 Physical survey would be conducted to verify that the company has not processed
- gas connection.

2.1.48 The case would be refereed to Finance Department for refund and record would
be updated.

CUSTOMER RELATIONSHIP

2.1.49 The primary responsibility of Sales Department is to ensure that customers are

provided proper guidance/ prompt service and to resolve any issue/delay in

» obtaining gas connection and post commissioning problems. To achieve this

objective Sales Department has established Customer Facilitation Desk and have

{ Customer Relation Officer to attend customer’s complaints and co-ordinate with

' other section of Sales and other Department in order to promote better service as
per company’s vision.

LJ 2.1.50 The customer’s complaints of any nature will be registered and referred for early
redressal. Customer will also be informed accordingly.
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APPLICATION FOR INDUSTRIAL CONNECTION

2.2 New applications will be received from the prospective customer on SSGC enquiry
form for new/extension/ alteration, General Industrial, Power Generation, CNG
Station along with all the requisite documents and processing fee as mentioned
therein.

2.2.1 Application along with requisite’documents will be checked by the officer
and allocate a new file number.

FPlanning and Survey

222 All the cases of industrial connection would be referred to planning
department for main line’s capacity evaluation that fulfills the requirement
of gas load requested by the customer. If main extension is not required the
case would be forwarded to HSE Department to ascertain safety of CMS
room. Thereafter survey of the pressure is carried out for internal house
line planning.

2.2.3 If the main extension is proposed for the customer, the quotation for mains
extension is issued to the customer for payment after approval from the
Management as per company’s criteria for main extension. After receiving the
payment from the customer, job card is sent to the Engineering Department for
execution of required main extension.

2.2.4 Engineer will conduct a survey considering existing location of gas mains,
calculate the hourly load and estimated monthly consumption of all gas bumning
equipments.

2.2.5 Engineer will also design CMS, proposed houseline up to gas burning
equipment.

2.2.6 List of material, labor and load sheet will be prepared by the concerned
engineer and also houseline drawing will be marked showing location of
CMS, route of houseline up to gas burning equipments.

Costing and Quotation

2.2.7 Costing will be done by sales person, duly checked by an officer, gnd on
the basis of rates of various items (list of balances) provided by Finance

Division.

2.2.8 Quotation will be prepared after approval of the Head D_f the Department,
for issuance to the customer, which comprises the following:

2.2.8.1 Description of the job.
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2.2.8.2 Amount of installation charges, which comprise cost of material
and labor charges, to be paid by the customer and will be in accordance with the
fixed and variable charges approved by the Authority. All material will be
provided by SSGC, however in case of non-availability of material, SSGC may
ask to the customer to supply the short items to be utilized in the job which should
be as per the prescribed standards.

2.2.8.3 Amount of Gas Supply Deposit (GSD), which will be calculated
on the basis of 3-months” estimated gas consumption. GSD will be
paid in the form of Pay order, Bank Guarantee, Irrevocable
Revolving Letter of Credit (IRLC).

2.2.8.4 Customer will be given options in Quotation for various GSD
options available to him.

2.2.8.5 Quotation will include all other relevant terms and conditions i.e.
road cutting permit, scope of work and time frame for the
execution of the job.

2.2.8.6 Enclosures for quotation will include, one set of quotation,
specimen for Bank Guarantes/ TRLC, 2-nos of contract forms,
specimen of undertaking for gas load.

2.2.8.7 For power generation different contract form will be supplied.

Payment

229 Payment will be made by the customer in the form of pay order for
installation charges as per the quotation issued. Gas Supply Deposit may
also be paid in the form of pay order or bank gnarantee or Revolving Letter
of Credit (RLC). Specimen of relevant papers would be provided to the
customer in order to facilitate the customer in providing the relevant
documents.

Job Card, Test Form and Meter Approval

2.2.10 Sales & Marketing Department will handover the pay order to the bank
and received receipt will be sent to Finance Department for issuance of job
card. Test form (containing new account number) and meter approval
(containing approved load and gas supply pressure as essential
information) will be generated by computer section.

2.2.11 Concemned sales officer will send job card along with load sheet, material
sheet, test form and factory/ premises layout plan to utilization department
for execution of work, and meter approval sheet will be sent to
measurement department for approval of meter.
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2.2.12 Utilization department will carry out the execution of the job and will send
meter commissioning advise containing account number, meter type, meter
number, meter index, gas supply pressure and commissioning date to
billing department for billing purpose, to sales & marketing for
information and record purpose and to measurement department for their

-take over of meter station for schedule maintenance of meter station.

Commissioning

2.2.13 Commissioning of all industrial, high pressure, power generation, and
CNG stations will be camried out in presence of joint representative of
Utilization Department and Measurement Department.

Final Billing of Job Cards

2.2.14 After execution of work Utilization Department will send matenal
requisition sheets and material return vouchers to Sales & Marketing
Department for all the materials issued, used, and returned to store in a
particular industnal, power generation, CNG station, or High Pressure job.

2.2.15 An officer of Sales & Marketing department prepares summary sheets,
based on actual material and labor utilized in the job and subsequently
prepares debit or credit note sheet.

2.2.16 Summary sheet along with all the material requisition and material return
vouchers, duly signed by the section in-charge, will be forwarded to
Finance Division for examining and finalizing the amount to be debited or
credited to the customer.

Policies

2.2.17 Gas connection for domestic, commercial and industrial consumers will be
provided in accordance with Government of Pakistan/OGRA's decisions
and other applicable laws. The company will follow Natural Gas
Allocation and Management Policy, 2005. This is subject to change by
competent authority from time to time.
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CHANGE OF TARIFF FROM COMMERCIAL TO INDUSTRIAL

2.2.18 Existing Commercial Customers which are using Gas for kitchen /

Canteen use, located in Industrial areas who are extending / expending
their business and require Gas connection for value addition by using
Gas for processing through any Gas bumning equipments like Boiler,
Furnace, Molding Machine, Printing Machine ete, irrespective of the
volume of Gas used, can apply for change from Commercial tariff to
Industrial tariff. '

2.2.19 Survey is conducted by Sales Engineer to calculate Gas requirements and

cost of installation. Gas supply deposit (GSD) based on connected load,
Material sheet, load sheet is prepared & costing is done as per prevalent
prices. Drawings are marked for CMS & gas piping inside factory.
Approval sheets are prepared for approval from head of the department
for cost of installation & Gas Supply Deposit.

CHANGE OF TARIFF FROM INDUSTRIAL TO COMMERCIAL

2.2.20 Existing Industrial customers using Gas for equipments / processing like

Boilers, Furnaces, Dryers, Pharmaceutical, and Glass Industry etc are
billed on Industrial Tariff.

However, if any existing Industrial Customer changes its trade and does

not require Gas for Industrial processing like spinning weaving (Looms

for Textile) etc can apply for change of Tanff from Industrial to

Commercial for Canteen / Office kitchen.

This is however subject to the condition that the old Gas buming equipments are
no longer in use/removed from the premises.

PROCEDURE FOR CHANGE OF NAME / TENANCY / OWNERSHIP

The change of tenancy may take place under the following situations/circumstances:

S b e

Change of ownership;

Change in favour of tenant/third party;

Change of name of existing business;

Change on death of Registered customer; and

Change to meet the requirements of certain regulations/ orders of competent
authority.

Whenever a change in tenancy become necessary following requirements have to be
fulfilled to effect the required change.

1. The new owner has to provide proof of ownership in shape of transfer deed, sale

deed, allotment letters, and power of attorney to prove ownership;

2. Copy of the CNIC;
3. Copy of the up to date paid Gas bill;
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4. Fresh contract with new owner has to be signed in all cases of tenancy change,
every contract must bear adhesive stamp of Rs.50. The rate of adhesive stamp is
subject to change from time to time as notified by the Government of Sindh;

5. Additional GSD in case of domestic connection if applicable;

6. In case of industral and commercial connection fresh Gas Supply Deposit (GSD)
would be required from new owner / tenant. However from previous owner to
transfer the existing GSD in the name of new owner / tenant. This NOC is not
required in case of domestic connection;

7. In cases where GSD is held under a bank guarantee, a fresh bank guarantee would
be required in new name, existing bank guarantee is not transferable in new name;

8. In case of change in the name of tenant, a copy of rent agreement and NOC from
the owner on stamp paper that he has no objection if the gas conneetion is
transferred in the name of tenant. In case of industrial connection, the owner has
to provide an additional undertaking in writing on stamp paper that he will be
liable to clear any dues left behind by the tenant;

9. In case of change of ownership NOC from concerned Industrial Estate is required
where the industry is located;

10. In case of tenancy change at the request of heirs of deceased registered customer,
in addition to conditions listed above, a copy of succession certificate and
affidavit on stamp paper duly signed by all the beneficiaries to effect the change;
and

11. If the new registered customer in whose favor tenancy is required to be changed is
a limited company, a copy of certificate of incorporation, Memorandum of
Association and Article of Association would also be required.

Upon fulfillment of above condition the tenancy is changed after clearance of dues up to
the date of tenancy change.

PERFORMANCE & SERVICE STANDARD

The relevant Performance & Service Standards as approved by OGRA are being followed
(Detailed Performance & Service Standards are attached as Annexure-"A’)
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SECTION - I11

BILLING
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3.1 NOTICE OF TARIFF & CHARGES

3.1.1 The gas tariff will be determined and notified by Government of Pakistan / Oil &
Gas Regulatory Authority (the Authority) from time to time and the Company will
comply/apply the applicable tariff rates accordingly. The Company will also
observe/apply other duties / taxes, levies etc., imposed by the Authority and or local
bodies/Federal or Provincial Government etc, Currently The General Sales Tax (GST) is
applicable, which is levied in accordance with “Sales Tax on Natural Gas Rules, 1999",
The rate of GST is 15%, which is subject to change from time to time by the Government
of Pakistan.

3.1.2 The Authorty will notify any change in gas tanff and other applicable charges
through Gazette notification. The Company may notify, if directed by the Authonty, to its
Consumers upon such change of tariff through notices, printed message on gas bills or
any other acceptable media.

3.1.3 The Company will apply change of tariff on a pro-rata basis if the tariff is
changed during a billing month.

3.1.4 Change of tanff cases among different categories of Consumers may be
considered by the Company on written request of the Consumer. The processing time
may vary depending on the type of Consumer however such a request may be decided
within one month.

3.1.5 The effective date of change of tariff may be based on the following:-

(a) Upon approval of the Company
(b)  From the date of change of meter, where applicable
(c) On a pro-rata basis if the change of tariff falls duning a billing cycle

3.1.6 The Consumer will be required to give a reasonable notice for change of the
nature of use of gas to the Company. If the Consumer fails to give reasonable notice in
writing then Company will take necessary action to recover the differential tariff from the
Consumer. If the period of such change is reasonably determinable then it will charged
on actual basis otherwise the period will be ascertained in accordance with the Policy &
Procedure over Theft of Gas and other Irregularities as approved by the Authorty.
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32 GASBILLS

3.2.1 The Company will issue gas bills to its Consumers on actual meter reading on 30
days basis, or a longer period not extending 45 days, and if for any constraint the reading
can not be obtained bill may be issued on a provisional basis.

3.2.2 The Company will arrange delivery of gas bills through a reliable delivery system
at the address given in the gas supply contract form.

3.2.3 Following important information may be printed on gas bills however Company
may include any additional information or exclude any information relevant to the
category of Consumer or as the circumstances warrant:-

(2) Name, Address, and telephone numbers of Billing Zone

(b)  Name and address of the Consumer

(c) Consumer number and meter number

(d) Previous & Present Meter reading

(e) Actual or Provisional consumption for the month

(H Billing month, issue date, and due date of the bill

(g)  Arrears, if any

(h) Credit balance, if any

(i) Current gas charges

§)) Meter rent

(k) General Sales Tax or any other applicable tax or charge or levy

(M Discount on advance payment

(m) Current bill amount and amount payable within due date

(n)  Late payment surcharge and amount payable after due date

(0)  Telephone Nos., of Sui Gas Emergency Services

(p)  Any other special message for the information of Consumer

(q)  Consumer Category

3.2.4 The Company will install gas meters at the delivery point at the Consumer’s
premises to register gas consumption. From the date of commissioning of gas supply the
register of the meter will become prima facie evidence of gas consumed by the
Consumer. The record of the opening and closing indexes on a monthly interval will be
maintained by the Company for billing purpose.

3.2.5 The usual basis of a gas bill will be the meter reading recorded from the meter
installed at the delivery point of the Consumer’s premises. The meter can malfunction
and mn that case estimated bill will be issued for the period the meter remained out of
order, in accordance with the terms of the Gas Sales Contract (GSC).
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3.2.6 Where the Company is unable to issue a gas bill based on actual meter reading
due to:

(a) Premises locked / No response from the Consumer,

(b) Meter not readable,

(c) Meter missing / Building demolished,

(d) No access to meter / Not allowed by Consumer,

(e) Meter defective / Meter index illegible,

(f) Meter passing un-registered gas,

() Un-authorized use,

(k) Meter tampered / Seal broken,

(i) Meter installed in reverse position,

§)) Meter reading found negative,

(k)  Meter reading found high / abnormal,

(0 Any other reason,

The Company will issue gas bills on provisional basis. For estimating the
consumption of the Consumer for the month the Company may consider;

(a) Consumer's billing history of last one year (Rolling average),

(b)  Seasonal consumption average,

(c) where reasonable billing history is not available, in case of new
Consumer, on connected load basis and or on any other appropriate
measurement basis in accordance with the methods in use in the
industry generally and recommended by the Gas Measurement
Committee of the Natural Gas Department of the American Gas
Association, applied in practical manner or any such method as
approved by the Authority/Government of Pakistan.

3.2.7 The Company shall issue first bill to a new Consumer within 30-60 days from the
date of commissioning of the gas supply. The first bill will be for the number of days
between commissioning date and the meter reading date.

3.2.8 The Company will reconnect the gas supply of disconnected Consumers who are
not yet finally billed within one working day upon clearance of dues (full or allowed part
payment), reconnection fee, and other applicable charges.

3.2.9 Finally billed / Service Killed Consumers will be treated like new Consumers and
will not be reconnected in the ordinary course of other disconnected Consumers. Upon
clearance of outstanding dues, new connection charges, gas supply deposit and inspection
fee, as approved by the Authority, they will be reconnected as a new Consumer.

3.2.10 Under Gas Rules 1960 the Company will continue to provide gas connection to
premises irrespective of the fact that the user is an owner or an occupier. It will be for the
Consumer to inform immediately to the Company regarding change of ownership /
possession. The amount in default of the company will remain a liability on the premises
for clearance by the Consumer whosoever he may be.
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3.2.11 UNDER CHARGING /SHORT BILLING

The Company will recover from the Consumer any volume under charged / short
billed either due to use of gas or due to theft of gas because of:-

(a) A defective/slow/PUG/tampered meter

(b) A meter reading error / meter reversal by Consumer

(c) Malfunctioning of meter / EVC :

(d) Interchange cases i.e. less payment made due to wrong meter number
recorded in the system.

3.2.12 The short billed volume may be recovered through a separate bill or included in
the forthcoming bill of the Consumer. Amount so determined will be in accordance with
the terms of Gas Supply Contract or Gas Theft Control Policy of the Company. The
Company will provide necessary details and justification to Consumer on request.

3.2.13 The Company may offer installments fo Consumer upon request to facilitate
recovery of claim and will charge LPS/Mark-up on the balance of unpaid amount. In case

of default of payment / installment the gas supply of the Consumer will be disconnected.

3.214 OVER CHARGING / EXCESS BILLING

The Company will allow credit /adjustment of over charged amount in the gas
bills of Consumer if there has been;

(a) A meter reading error / measurement error

(b)  Malfunctioning of meter / due to fast meter

(c) Application of wrong tariff

(d)  Interchange cases i.c. excess payment made due to wrong meter number
recorded in the system.

3.2.15 In such an event either the Consumer will approach the Company or the Company |

may inform the Consumer of the over charging. The amount over charged will be
adjusted in the gas bills of the Consumer and no mark-up will accrue on such amount.
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3.2.16 BILLING CYCLE

The Company will bill the Consumers through a well defined billing program to
account for 365 days Sale in a year. The Consumer will be billed on an approximate 30
days of meter reading each month. The Consumer may be given 15 days margin from the
issue date of bill for payment.

3.2.17 Domestic Consumers will be billed on billing month basis through staggered

billing program to facilitate monthly meter reading, bill delivery, and to Ffacilitate
collection of bills by the nominated banks.

3.2.18 Industrial and Commercial Consumers will be billed on calendar month basis and
their meter reading will be collected at the end of each month.

3.2.19 The Company will also recover rent of the meter from the Consumer at the rate
preseribed by the Authority from time to time from the date on which the meter is
installed up to the date it is removed provided that if the quantity of gas consumption
necessitates replacement of meter by a meter of different size, the Consumer will pay rent
of the new meter at the rate prescribed by the Authority.

3.2.20 In addition to the price of gas, meter rent and gas supply deposit the Consumer
will also pay to the Company all taxes or charges levied or imposed on natural gas or on
sale or supply or distribution of gas by the Government/Authority/Local Authorities as
notified from time to time and will take effect from the date fixed by the
Government/Authority/Local Authority, irrespective of the fact whether the same has
been intimated or not to the Consumer by the Company.

3.2.21 If the Company at any time discovers any errors, omissions or discrepancy in the
bill due to any reason whatsoever, the Company will be entitled to bring such
discrepancy to the notice of the Consumer and send correct bills which the Consumer will
pay within 15 days of the date of issue shown on the revised bill provided that no
correction or adjustment can be claimed by either party after lapse of six months from the
date of issue of the bill.

3.2.22 The Company may use pro-rata basis or any other appropriate method to fairly
bill a Consumer where;

(a) the Consumer has been billed for a period other than normal billing

cycle;

(b) tariff is changed during currency of a billing cycle;

(c) or in case of wrong billing

All ancillary charges i.e. Meter rent, GST, LPS etc. will also be accordingly
calculated.
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3.2.23 The Register of the Meter maintained by the Company will be prima facie
evidence of the volume of gas (in Cubic Feet/Cubic Meter) delivered at delivery point
which with the application of standard factors, such as, pressure, temperature and
applicable GCV factor etc., will be converted into heating value (MMBTU's) and billing
to the Consumer will be in terms of MMBTU's by the Company.

3.2.24 If the Consumer (or any employee/ agent of the Consumer) in the Company's sole
judgment has attempted to tamper with the meter or has attempted to obtain gas at a
higher pressure than maintained by the Company, the Consumer will be liable to pay on
demand to the Company such amount as determined by the Company in its sole
discretion for such period as determined by the Company.

3.2.25 If the Consumer is found using gas at a pressure higher than sanctioned by  the
Company by tampering with regulator or by any other means the Company will estimate
and recover from the Consumer the differential of such volume of gas as consumed at
higher pressure for such period as may be determinable or as laid down in the approved
Policy & Procedure over Theft of Gas and other Irregularities of the Company.

3.3 PAYMENTS

3.3.1  All bills pertaining to Gas consumption and or other charges will be payable
within 15 days of the date of issue hereinafter referred to as "due date™ as shown on the
bills. The due date may vary according to type/category of Consumer. The bills are to be
paid at the authorized banks/ by authorized modes of payments (approved by the
Company) within the due date. In default thereof a late payment surcharge will be levied
at the applicable rate on periodical outstanding bill in addition to the net amount given on
the bill or as amended by the Authority from time to time and will be payable by the
Consumer.

3.3.2 Payment will be made within the due date either, by Cash or through a Bank Pay
Order or by other authorized modes of payments in favour of “Sui Southern Gas Co.
Ltd.” at the authorized banks. Payment by cheque will not be considered payment unless
it is realized. Failure of any cheque to be realized within 3 days from the date of deposit
in the Bank by the Company will render the supply of gas hable to disconnection and
render the Contract terminated by the Company.

3.3.3 Payment of gas bills can be made through any of the following methods. The
modes of payment may be further enhanced by the Company.

(a) At the branch of any authorized Bank and at Post Offices

(b) At bank booth established in Zonal/Regional billing offices and
Consumer facilitation centers

(¢) AtMCB ATM network

(d) At City Bank and Standard Chartered Easy Payment Centers.

(e) By advance payment / Advance Payment Plan

()  Through Equal Payment Plan

(¢)  Through Internet / Credit cards
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3.3.4 DETAILS OF LATE PAYMENT SURCHARGE (LPS)

In case of Industrial and Commercial Customers

Surcharge on defaulting customers is continuously accrued on arrears and current bills on
monthly basis as per prescribed rates without considering bifurcations of components i.e.

principal amount (gas charges, meter rent and adjustments), GST and LPS in full, or part

or installment. The part payment received from the customer, first adjusts the arrears

which includes all components, and surcharge is applied to the balance amount along
with current bill].

In case of Domestic Customers

In case of a domestic customer surcharge is levied one time on current bill only. In the
event of default in regular monthly gas bills the total outstanding is recoverable from the
customer. If the customer is facilitated with installment / part payments for recovery of
outstanding, the part payment collection received from the defaulting customer, firstly
adjusts the arrears which includes all components, and the balance of arrears is carried
forward along with the current month bill with 10% surcharge (chargeable only on
current month gas charges ) in the next month billing.

The Company will charge LPS @ 10% of current month’s bills in the month of default
for Domestic Consumers and for the Commercial and Industrial Consumers (@ 1.5% for
first 12 months and thereafter @ 2% per month or part thereof. The LPS is subject to
change by competent authority from time to time. In addition to this surcharge, the
Company will also be entitled to terminate this Contract and to disconnect the supply of
gas and to remove its gas meter and other equipment without any notice.

335 ADVANCE PAYMENT PLAN

(a) The Company will provide an opportunity to pay the gas bill in

advance under the Advance Payment Plan. By opting for it the Consumer will
have the advantage of discount equivalent to 7.5% per annum on reducing balance
method. The scheme is offered for one or two years.

(b)  The advance payment bill will be calculated for one or two years on

the basis of past one year’s average consumption plus 20%. The Consumer is
required to pay the advance payment bill through approved mode of payment and subrmt
a copy of paid advance payment bill along with a written request / duly filled application
form for processing.

(c) After the advance payment is utilized the Consumer may repeat the
procedure.
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3.3.6 EQUAL PAYMENT PLAN

The Company will provide an option to the Consumer under Equal Payment Plan
to distribute his gas billing charges of one year in an equal amount of monthly payment
for convenience of payment. The Consumer will pay an equal amount throughout the

year including the bills of winter months. The excess or less paid will be adjusted in the
13th month.

GAS BILLS INSTALLMENTS !

The Company may sparingly/prudently allow installment of gas bills/arrears upon
Consumer request, on the basis of merit in each case, to facilitate recovery and to ease the
financial burden of the Consumer. The installments will be offered as per approved
installment policy of the Company. The existing Gas Bills Installment policy is
appended:-
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1. Domestic Customers

a) Not Yet Disconnected Cu

stomers

Authority to Allow Installments

Zonal Mangers at
Karachi/Station
Incharges/Billing
Incharges at outstations

DGM (Billing)

GM (Billing)

Current Default

Three Equal Installments

Four Equal Installments

Over Four Installments

Sudden High Billing

Four Equal Installments.
Outstanding upto Rs.4,000/-

Five Equal Installments.
Outstanding upto Rs.6,000/-

Six Equal Installments.
Outstanding upto
Rs.10,000/-

b) Disconnected Customers

Current Default

40% immediately and
balance in two equal
installments

40% immediately and
balance in three equal
installments

30% immediately and
balance in three equal
installments

30% immediately and
balance in three equal
installments. Outstanding

Sudden High Billing

upto Rs.4,000/-

Four equal installments.

Outstanding upto Rs.6,000/-

25% immediately and
balance in five equal
installments. Outstanding
upto Rs.10,000/-
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2. Industrial & Commercial Customers.

Installment to Industrial & Commercial customers be discourages as a matter of plicy. However, in hardship cases, installments could be
allowed as per authority level given below provided that, at any time, the balance dues plus current unbilled estimated sales does not exceed
the Gas Supply Deposit and further that the customer will pay the LPS on balance due in any case.

a) Defaulters Using Gas

With current bill on respective due dates in all situations.

Manager (I1&C)
Hyderabad

DGM (Billing)-
Karachi/Sindh

GM (Billing

DGM (QR)

Current Default

Two equal installments
with current bills on
respective due dates

Three equal installments
with current bills on
respective due dates

Four equal installments
with current bills on
respective due dates

Four equal installments
with current bills on
respective due dates,
subject to recommendation
by Billing Incharge.

Sudden High Billing

Three equal installments
with current bills on
respective due dates.
Outstanding amount upto
Rs.10,000/-

Four equal installments
with current bills on
respective due dates.
Outstanding amount upto
Rs.20,000/-

Six equal installments with
current bills on respective
due dates. Outstanding
amount upto Rs.50,000/-

Six equal installments with
current bills on respective
due dates, subject to
recommendation by Billing
Incharge. Outstanding
amount upto Rs.50,000/-
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b) Theft cases (Industrial / Commercial)

Claim upto Rs.50,000/-

DGM (Billing)-
Karachi/Sindh

GM (Billing

DGM (QR)

i) Customers on Gas

Three Installments

Six Installments

Six Installments, subject to
recommendation by Billing
Incharge

ii) Disconnected Customers

40% immediately and
balance in two equal
installments.

30% immediately and
balance in five equal
installments.

30% immediately and
balance in five equal
installments, subject to
recommendation by Billing
Incharge

Claim from Rs.50,000/- to Rs

100,000/-

i) Customers on Gas

Four Installments

Eight Installments

Eight Instaliments, subject
to recommendation by
Billing Incharge

i) Disconnected Customers

33% immediately and
balance in five equal
installments.

25% immediately and
balance in ten equal
installments.

25% immediately and
balance in ten equal
installments, subject to
recommendation by Billing
Incharge

Claim above Rs.100,000/-

i) Customers on Gas

Five Installments

Ten Installments

Ten Installments, subject
to recommendation by
Billing Incharge

ii) Disconnected Customers

30% immediately and
balance in four equal
installments.

20% immediately and
balance in ten equal
installments.

20% immediately and
balance in ten equal
installments, subject to
recommendation by Billing
Incharge
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3.3.8 The Company facilitates and addresses the Consumer complaints through
Regional/Zonal/Station Billing Offices and through the setup of Consumer Facilitation
Centers. At these Company offices Consumer complaints are received, recorded and as
far as possible resolved on the spot. The Company will resolve all Billing complaints in

accordance with the Complaints & Disputes Resolution Procedure as approved by the
Authority.

3.3.9 COMPLAINTS & DISPUTES RESOLUTION PROCEDURE

A complaints & disputes resolution procedure has been developed as per terms of
licensing conditions to promptly and effectively address Billing complaints. The
procedure defines the complete mechanism for addressing complaints and sets out clear
guidelines for early redressal of billing complaints. The Company will resolve all Billing
complaints as set out in the procedure.

3.3.10 GAS THEFT CONTROL POLICY

The Company will address matters pertaining to theft/pilferage of gas, un-
authorized use of gas and other irregularities in accordance with approved “Procedure for
dealing with theft of gas cases” of OGRA. The policy will deal with the complete
mechanism related to detection, control, determination, and processing of claims related
to pilferage of gas. The Company will deal all pilferage related cases as set out in the
approved policy by the Authority.

3.3.11 A/R Disconnected (Finally Billed Receivables)

The Company will recover finally billed outstanding dues from the finally billed
Industrial and Commercial Consumers with a mark-up on finally billed outstanding dues.
The rate of mark-up will be in accordance with the Fixed & Variable charges approved
by competent authority from time to time.

3.3.12 Any mistake in or dispute about the bills or meter reading will not entitle the
Consumer to withhold payment of the bills in time provided however, if the Company
finds any mistakes in the bill sent to the Consumer then, irrespective of the fact whether
payment has been made or not, the Company will, upon having discovered the mistake at
any time, be entitled to send a correct bill and the Consumer will be liable to pay the
same as per the contract for supply of gas for Industrial and Commercial use. However in
case of domestic consumer no correction or adjustment can be claimed by either party
after lapse of six months from the date of issue of the bill. The criteria for claiming the
correction or adjustment is subject to change from time to time by competent authority.

3.3.13 The responsibility for making payment is that of the Consumer. If the first bill is
not received within 60 days of commissioning of gas supply or the monthly bill is not
received by the Consumer the Consumer will communicate with the company in order to
ascertain his/her/their liability to the payment of gas bill. If the Consumer fails to pay the
bill by the due date, Company will be entitled to disconnect the supply of gas and remove
its gas meter and other equipment without any notice. All bills sent by the company on
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the address given in the gas supply contract form by ordinary post or any other reliable
source will be considered sufficient evidence of delivery of the bills.

3.4 GAS SUPPLY DEPOSIT (REFUNDABLE ADVANCES & SECURITY)

3.4.1 The Company requires a Consumer to pay as the "Secured Sum" or Security

Deposit, in cash or in any other form as offered by the Company from time to time. The

Consumer may furmish a bank guarantee/revolving letter of credit for the amount of the
Secured Sum from a scheduled bank in Pakistan in a form acceptable to the Company.

The domestic and commercial Consumers are required to furnish in the form of cash or

pay order as Gas Supply Deposit. The Secured Sum will be equivalent to three months

consumption of Gas by the Consumer or in terms of altermative options for GSD, for

Industrial Consumers, as offered by the Company. The customer shall maintain Security

Deposit continuously and shall replenish the Security Deposit to the full required amount

either in cash or revising bank guarantee.

342 The Consumer is required to maintain Security Deposit at the required level
throughout the duration of the contract and in the event of any draw or deduction by the
Company from the security deposit or the consumption of gas and/or connected load
increases for any reason whatsoever beyond the level of current gas supply deposit or gas
consumption increases beyond the normal consumption of existing equipments, the
Consumer will enhance the Security Deposit as demanded by the Company and the
Consumer will on such demand forthwith pay to the Company such amount in the form
acceptable to the Company.

3.4.3 The secured sum is a Security Deposit to be retained by the Company for the
duration of the contract and the Company may at its option use the security deposit for
the purpose of the Company. The Company may set off from the security deposit any
amounts certified by the Company as being due from the Consumer to the Company. No
connection for gas bemg supplied hereunder will be activated or maintained in absence of
the Consumer paying the appropriate prevailing security deposit to the Company as
contemplated in gas supply contract or as agreed by the Consumer under the option for
security deposit chosen by him.

3.44 If subsequent to the execution of this contract by the Consumer and the Company
the prices of gas or rent of the meter is increased or any new tax or charge is levied on
gas or on the supply or sale thereof by any Authority or any such tax or charge already
levied is increased, then, in addition to the sums mentioned in relevant clause of gas
supply contact, the Company will be entitled to demand from Consumer an additional
amount as Security Deposit for the supply of gas and the Consumer will on such demand
forthwith pay to the Company such amount in the form acceptable to the Company.

3.45 The Company may allow as per its approved policy interest on refundable
advance if it is in the form of cash deposit.

The Company will refund the balance advance/gas supply deposit after adjusting all
amounts due against Consumer after final billing of Consumer’s account on his
request. The gas supply deposit will be refunded on consumer request within 30
days from the date of final billing of Consumer account.
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GAS SUPPLY DEPOSIT (GSD) OPTIONS

Domestic Consumers

(i) HOUSE ON A PLOT OF LAND MEASURING UPTO 10 MARLAS or 300
SQ.YARDS

(2) For one kitchen only Rs. 500
(b)  For one kitchen and water heating (Geyser) only  Rs. 1,000
(c) For one kitchen, water heating and space heating  Rs. 1,500

(i) HOUSE ON A PLOT OF LAND MEASURING Rs. 2,000
MORE THAN 10 MARLAS or 300 SQ.YARDS

Industrial and Commercial Consumers

The Company offers following options to the Industrial Consumers for GSD. For
Commercial Consumers, Option No. 1 is available in normal course of business but
Commercial Consumers can also avail other options subject to prior approval from the
company.

OPTIONNO 1 :

The existing requirement of Bank Guarantee or cash equivalent to three months
average billing.

OPTIONNO 2 :
Submission of a Revolving Letter of Credit from a Schedule Bank, for an amount
equivalent to average billing for 45 days (to be advised by the Company).

OPTIONNO 3 :

i) The consumer will maintain G.S.D. equivalent to 45-days average billing,.
1) SSGC will issue monthly bills as usual.

iii)  The consumer will agree to the following;:

(a) Interim payment against the monthly bill by 5th day of a calendar
month equivalent to 50% of higher of the following two amounts:
Preceding month’s bill, or
Average bill for preceding three months.

(b) The balance amount after adjustment of ad hoc payment will be
payable by the consumer on or before the due date of the bill.

(c) The consumer will make the two payments every month direct to the
Industrial Billing Section of SSGC through Bank’s Pay Order.
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iv) SSGC will disconnect gas supply without any notice if any of the two
payments required to be made every month is not received as per schedule.

— =l

The consumer will maintain a G.S.D. equivalent to 30-days average billing and
will make interim ad hoc payments on weekly basis. The procedure will be as in Option
No.3 above and the payment schedule will be as under:

- 28th of the month in which consumed.

- 5th of the following month

= 12th of the following month

- Due date of the bill (around 20th of the following month)

OPTIONNO S -

The GSD equivalent to 60-days average billing may be accepted from those
consumers who have a track record of making regular monthly payments on due date and
have not defaulted more than once in last three years and that too for a short duration.
However this concession would be immediately withdrawn as soon as first default is
committed by consumer.,
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SPECIMEN CALCULATION OF GAS BILL (DOMESTIC CONSUMER)

Based on Tariff w.e.f. 01 July, 2006 with 950 GCV

Minimum
Rate per Charges For For For For For
MMBTU | HM3 | MCF 40 CM 50 CM 100 CM 200 CM 300 CM 400 CM

Gas Charges 1st 50 CM 85.03 286.71 80.78 114.69 143.36 143.36 143.36 143.36 143.36
2nd 100 CM 89.03 300.20 84.58 - - 150.10 150.10 150.10 150.10
3rd 100 CM 162.07 546.48 153.58 - - - 546.48 546.48 546.48
4th 100 CM 259.29 874.30 246.33 - - - - 874.30 874.30
above 300 CM 337.30 1,137.34 320.44 - - - - - 1,137.34
Total Gas Charges Per month 114.69 143.36 293.46 839.94 1,714.24 2,851.58
Meter Rent 20.00 20.00 20.00 20.00 20.00 20.00
134.69 163.36 313.46 859.94 1,734.24 2,871.58

Add: 15% General Sales Tax 20.20 24.50 47.02 128.99 260.14 430.74
Total Gas Bill per month (within due date) 154.89 187.86 360.48 988.93 1,994.38 3,302.32
10% LPS levied one time on default in current month gas bill 15.49 18.79 36.05 98.89 199.44 330.23
Total Gas Bill per month (after due date) 170.38 206.65 396.53 1,087.82 2,193.81 3,632.55
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SPECIMEN CALCULATION OF GAS BILL (C OMMERCIAL CONSUMER)

Based on Tariff w.e.f. 01 July, 2006 with 950 GCV

Minimum
Rate per Charges Billing at Billing at
MMBTU | HM3 | MCF 0 PSIG 8 PSIG

Cubic Meter 140 1,000 1,000
Tempreture Factor - 90 i.e. ( 1000 x 0.9455) 945.50 945.50
Pressure Factor - 8 PSIG i.e. (945.5 x 1.5461) - 1,461.84
MCF (CM/28.17385) 4.97 33.56 51.89
MMBTU on 950 GCV ( MCF x 950 /1000 ) 4.72 31.88 49.29
Balance B/F 1,758.94 12,992.84
Gas Charges 298.03 1,004.93 283.13 1,406.91 9,501.65 | 14,690.50
Meter Rent 100.00 100.00 100.00

1,506.91 9,601.65 | 14,790.50
Add: 15% General Sales Tax 226.04 1,440.25 2,218.57
Total Gas Bill per month (within due date) 1,732.94 11,041.89 17,009.07
Total outstanding (within due date ) 1,732.94 12,800.83 30,001.92
1.5% LPS is continuously accrued on arrears & current bill on
monthly basis rests until payment by the customer in full. 25.99 192.01 450.03
Total Gas Bill per month (after due date) 1,758.94  12,992.84  30,451.95

Page 38 of 69



SPECIMEN CALCULATION OF GAS BILL (INDUSTRIAL CONSUMER)

Based on Tariff w.e.f. 01 July, 2006 with 950 GCV

Minimum
Rate per Charges Billing at Billing at
MMBTU | HM3 | MCF 0 PSIG 8 PSIG

Cubic Meter 1,000 5,000 5,000
Tempreture Factor - 90 i.e. ( 1000 x 0.9455) 4,727.50 4,727.50
Pressure Factor - 8 PSIG i.e. (945.5 x 1.5461) - 7,309.19
MCF (CM/28.17385) 35.49 167.80 259.43
MMBTU on 950 GCV ( MCF x 950 /1000 ) 33.72 159.41 246.46
Balance B/F 10,775.13 60,570.89
Gas Charges 264.87 893.12 251.63 8,931.21 | 42,222.28 | 65,279.87
Meter Rent 300.00 300.00 300.00

9,231.21 | 42,522.28 | 65,579.87
Add: 15% General Sales Tax 1,384.68 6,378.34 9,836.98
Total Gas Bill per month (within due date) 10,615.89  48,900.63  75,416.85
Total outstanding (within due date ) 10,615.89 59,675.75 135,987.74
1.5% LPS is continuously accrued on arrears & current bill on
monthly basis rests until payment by the customer in full. 159.24 895.14 2,039.82
Total Gas Bill per month (after due date) 10,775.13  60,570.89 138,027.56
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PERFORMANCE & SERVICE STANDARDS

The relevant Performance & Service Standards as approved by OGRA are being followed
(Detailed Performance & Service Standards are attached as Annexure-’A’)
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SECTION -1V

DISCONNECTION AND
RECONNECTION
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4.1  DISCONNECTION

The Company will disconnect gas supply of a Consumer /Premises for the
purposes of:

a) recovery of dues in default
b) stop pilferage of gas

c) stop un-authonized use of gas or any other irregularity

d) stop violation of terms & conditions of Gas Supply Contract

e) stop an un-lawful act or to secure safety of Consumer/General
Public

f) stop from creating a third party hability by any Consumer /
unauthorized extensions to another user.

g) rectifying gas leakage which can create an alarming situation,
h) undertaking of repair & maintenance work
1) maintaining gas load as approved by authority.

4.1.1 DEFAULT OF GAS BILLS

The Company will disconnect gas supply of a Consumer in default of payment of
regular gas bills or installment of gas bill or any amount of gas supply deposit etc. The
Consumer may be reconnected on payment of amount in default, reconnection charges
and any other applicable charges within one working day / 24 hrs.

4,12 The Company may adopt following disconnection criteria:

()  Domestic:  Default of five consecutive gas bills and
amount in default Rs. 1500/- or more.

() Commercial Default of three consecutive gas bills OR amount

in default not secured by Gas Supply Deposit
(GSD).

(c) Industrial: Amount in defanlt not secured by Gas Supply
Deposit (GSD) irrespective of the number of
months in default.

(d)  Installment: Default in payment of installment allowed by
the Company.

The above criteria are subject to change by the company from time to time.
4.1.3 DEFAULT OF GSD
The Company may disconnect gas supply of a Consumer who is in default in

payment of GSD or Additional Gas Supply Deposit (GSD) or installment of GSD on the
expiry of notice period or the period allowed for payment.
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4.1.4 THEFT /PILFERAGE

A procedure has also been approved by the OGRA called “Procedure For Dealing
with Theft of Gas Cases.” According to this procedure theft of gas means use /
consumption of gas in unauthorized / unlawful manner for which the user / consumer has
neither been billed not he / she paid for such consumption. The completer “Procedure For
Dealing with Theft of Gas Cases™ is enclosed as Annexure-"B™.

The Company will disconnect the gas supply of a Consumer involved in or
suspected to be involved in the theft/pilferage of Natural Gas.

4.1.5 UN-AUTHORIZED USE OF GAS / TARIFF

The Company will disconnect the gas supply of a Consumer involved in or
suspected to be involved in use of gas for any purpose other than contracted for in
accordance with the terms & conditions of Gas Supply Contract (GSC).

4.1.6 UN-AUTHORIZED INCREASE IN PRESSURE/LOAD

The Company will disconnect the gas supply of a Consumer involved in or
suspected to be involved in use of gas at a pressure/load higher than the pressure/load
sanctioned by the Company in accordance with the terms & conditions of the Gas Supply
Contract (GSC) and the "Procedure for dealing with Theft of Gas cases™ approved by the
competent authority. "Procedure for dealing with Theft of Gas cases™ approved by
OGRA is attached as Annexure-‘B’.

4.1.7 UN-AUTHORIZED EXTENSIONS WITHIN PREMISES

The Company will disconnect the gas supply of a Consumer invelved in or
suspected to be involved in un-authorized extensions within the premises other than
contracted for in accordance with the terms & conditions of the Gas Supply Contract
(GSC) and the ""Procedure for dealing with Theft of Gas cases” approved by the OGRA.
The Company may give a reasonable notice to the Consumer prior to disconnection
through mail, if it deems appropriate.

4.1.8 UN-AUTHORIZED EXTENSIONS TO PREMISES
The Company will disconnect the gas supply of a Consumer involved in or
suspected to be involved in un-authorized extension to a premise other than contracted

for in accordance with the terms & conditions of the Gas Supply Contract (GSC) and the
"Procedure for dealing with Theft of Gas cases™ approved by the OGRA.
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4.1.9 VIOLATION OF TERMS & CONDITIONS OF GSC

The Company will disconnect the gas supply of a Consumer if the Consumer
violates any term or condition of the Gas Supply Contract (GSC). The Company may

give a reasonable notice to the Consumer prior to disconnection through mail, if it deems
appropriate.

4.1.10 ON CONSUMER REQUEST

The Company will disconnect the gas supply of a Consumer if the Consumer
requests in writing for disconnection:

a) on temporary / seasonal basis,
b) permanent basis,

upon clearance of dues / arrears up to the date of final billing of Consumer
account.

42  MODE OF DISCONNECTION

421 Disconnection unless for tampering with meter or theft of gas or by any other
means may be carried out in two stages:

a) Meter / Service locking through special locks / Meter Removal.
b) Service Killing.

1) If Consumer does not approach the Company for reconnection of gas supply and a
reasonable time is lapsed and service line may be killed and all Company installations
will be removed if the Consumer does not approach the Company for reconnection within
180 days for domestic Consumers, 60 days for Commercial Consumers, and 30 days for
Industrial Consumers.

i) The company in its sole discretion / judgment will use any of the above noted
modes of disconnection to meet with the objectives of disconnection as defined in 4.1.

4.2.2 The Company will kill the gas supply of the Consumer and remove all
installations of the Company from the premises without any notice, if the Consumer is
found involved in tampering of meter or pilferage of gas and or is involved in pilferage of
gas by any other means.

423 The disconnection will be conducted under appropriate supervision; the
disconnection team will bear the Company ID cards and will identify themselves on
demand. The disconnection advice may be shown to the Consumer and team will ask for
a copy of paid bill from the Consumer, if the same has already been paid by the
Consumer. Industrial and high pressures Commercial Consumers’ disconnection may be
carried out by reducing the supply pressure where required.
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43 RECONNECTION

431 (a) The Company will restore the gas supply of the domestic  and low
pressure Commercial Consumer within 24 hours,  provided that the time gap between
disconnection and  reconnection is not more than one year after clearance of:

1) the amount in default (full or part payment as allowed by the Company
as per approved Installments Policy),

11) reconnection fee,

1ii) differential of GSD, if any,

1v)  access to the premises is available,

V) service line has not been killed.

vi) final bill has not been raised.

(b)  If the time period between disconnection and reconnection is more

than one year the company will re-survey the house line installations safety and security
and for local assessment etc.

(©) For industrial and high pressure commercial Consumers gas supply may be
restored on clearance of default and applicable charges and subject to a re-survey of the
houseline / intermediate pressure lines and connected load etc.

43.2 The Company will charge reconnection fee for every disconnection. The
reconnection fee will be in accordance with those approved and notified from time to
time by competent authority.

433 The Company will recover the following charges for different categories of
Consumers as approved by the Authority from time to time:

i) Service line restoration charges

ii) Inspection fee

1) Service valve, regulator, meter cost etc., if applicable

43.4 The Company will update the gas supply deposit of a Consumer with the
differential amount at time of reconnection as per terms of Gas Supply Contract. The

Consumer will be required to pay the additional gas supply deposit for reconnection, if
due.

4.3.5 Restoration of gas supply of Consumers found involved in theft, tampering or any
other irregularity will not be in the ordinary course of reconnection process. These cases
will be dealt with in accordance with "Procedure for dealing with Theft of Gas cases™
approved by the competent authority.
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44  RECOVERY OF QUTSTANDING GAS BILLS / AMOUNT IN DEFAULT

4.4.1 The Company will recover amount in default of gas bills through various
methods. Disconnection of gas supply will be one of such method which will be used as a
threat to enhance recovery. Prior to disconnection the Company will notify Consumer in
default through following messages printed on gas bill:

Colour of Bill Printed Message
i) 1st defanlt (last bill) Blue *Reminder”
it) 2nd consecutive defanlt Blue “Warming”
ni)  3rd consecutive default Red “Disconnection Notice”
1v) 4th consecutive default Red “Your gas supply is already on
disconnection”

442 [f the default continues then the disconnection notices will continue to be printed
on red coloured gas bills till the clearance of default.

443 The Company will serve a separate “Final Notice™ in Red Colour in
Urdw/English langnage to such Consurners who do not turn up for payment despite
issuance of disconnection notice as stated in 4.4.1. The Consumer will be warmned to pay
outstanding gas bill dues immediately otherwise the gas supply will be disconnected any
time without any further notice. The Company may offer a period of 10 days for payment
upon serving of final notice. Notices served through messages on gas bills will be
deemed as notices served / serviced.

444 The Company will serve a separate “ Reminder Notice™ in Urdu/English
language to Consumers who do not turn up after making payment of 1st installment or
have not made any payment since. The Consumer will be warned to pay outstanding gas
bill dues/installment immediately otherwise the gas supply will be disconnected any time
without any further notice.

4.4.5 The Company may appoint Recovery Contractors to outsource recovery of
outstanding dues from chronic defaulters.

446 The Company may use electronic and print media to run recovery campaigns
throughout in a systematic or random manner. Such campaigns will be aimed to inform,
motivate and persnade defaulters of gas bills for payment of outstanding dues. The
campaign launched through any media will also be deemed as a service of notice given to
the defaulting Consumers.

4.477 The Company may depute dedicated Recovery Officers and Field Staff at all

Regional/Zonal/Sub-Zonal offices to visit the defaulters / premises for clearance of dues /
TECOVErY.
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45  REFUND OF GAS SUPPLY DEPOSIT

The Company will refund balance of advance/gas supply deposit after adjusting
all amounts due against the Consumer after final billing of Consumer’s account on the
written request of the Consumer for disconnection of gas supply or for close of the
account by the Company due to default.

45.1 GSD will be refunded within 30 days from the date of final billing of Consumer’s
account.

4.5.2 In case of temporary/seasonal disconnection the GSD will not be refunded.

4.5.3 The GSD will be refunded to the registered Consumer on production of original

receipt. If original receipt is lost then the Company will demand additional evidence from
the Consumer in support of his claim.

46  METER MISSING (METER NOT AT SITE)
The Company will deal with all such cases where meter is found missing from the

Consumer’s premises as per its approved policy stated below, due to:
a) demolished building/premises,

b) conversion of plot/premises,
c) theft of meter,
d) meter suspected to be under Consumer’s possession.

4.6.1 In case of meter missing from the Consumer’s premises the Consumer record will
be kept alive on database and billing will be made on provisional basis.

4,6.2 The service line of the Consumer will be killed if meter is found missing for
considerable time due to reasons mentioned above in 4.6 in such cases where the service
line is outside the premises or access to the premises is available. The action will be
aimed at to prevent misuse of gas and or to secure safety purposes. Upon service killing
the Consumer account will be finally billed.

4.6.3 The Company will restore gas supply of such Consumers whose meters are
missing upon clearance of all dues, reconnection fee, cost of meter and service line
charges. The Consumer will be required to submit a written restoration request along with
copy of FIR lodged with area Police Station for the missing meter.

4.6.4 The Company may write-off the amount in default after making reasonable efforts
for its recovery as per approved Provisioning/Write-off policy of the Company.
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47  REGULARIZATION OF UN-ACCOUNTED FOR CONSUMERS

The Company will regularize the gas connection of a Consumer, provided by the
Company, not being billed due to:

a) Missing commissioning record,

b) Loss of data,

c) Final billing.

The Company may bill the Consumer on the basis of connected load or any
appropriate basis from the date of commissioning of gas supply.

RESTORATION OF GAS SUPPLY OF OLD DISCONNECTED/FINAL BILLED
DOMESTIC & LOW PRESSURE COMMERCIAL CUSTOMERS.

4.8.1 The case of old disconnected customer will be sent by the concemed Billing Zone
to Sales Department on prescribed Performa for physical inspection of the
premise. The Billing Performa contains the complete name and address,
account/meter number, date and reason of disconnection and amount of arrears
recovered by the Billing Zone.

4.8.2 Physical survey will be conducted through Sales Survey Staff to ascertain number
of kitchen/water heater, position of houseline/meter point, number of gas bumers
with connected gas load and status of the premise. The inspection report will be
forwarded to the concerned Billing Zone who will recover the Reconnection /
testing fee and Gas Supply Deposit in the light of survey report.

483 Incase of commercial disconnected case, following pre-requisite documents will
be submitted:

a) Valid Trade License from competent authority.

b) Copy of CNIC.

c) Copy of ownership documents of property/shop. In case of tenant, tenancy
agreement and NOC of landlord.

484 Approval will be obtained from Head of Sales Department after determination of
Gas Supply Deposit on the basis of three months billing and connected gas load.

PERFORMANCE & SERVICE STANDARD

The relevant Performance & Service Standards as approved by OGRA are being followed
(Detailed Performance & Service Standards are attached as Annexure-’A’)

Page 48 of 69



SECTION -V

MODIFICATION AND RELOCATIONS
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MAINS EXTENSION (RESIDENTIAL / COMMERCIAL AREA)

These mains are constructed from the outlet of T.B.S up to the prospective
consumer premises 1.e. in streets of Cities, Towns & Villages. The Normal
pressure of gas Is maintained from 10 to 60 PSIG.

Every year Physical Targets are fixed by the company, to extend main in
residential, commercial and industrial areas. These targets and the amount -
involved are allocated in the Annual Budget, which is approved by the
Board of Directors. Details of physical targets are proposed by the Sales
department which contains capital cost/ length and diameter of mains to be
extended and number of gas connections to be processed during the
financial year. Physical targets for the following are approved by the
Company’s Board for each financial year.

Major mains extensions.
Minor mains extensions.

As per present practice of the company mains extension for a particular
scheme / area for 1 Km or more is categorized as major main. All such
cases are approved by the management once in a financial year in the
Annual Development Plan.

In case where length of mains extension required is less then 1Km, it is
categorized as minor main. In this case also certain number of Kms are got
approved by the management. But these cases are processed throughout
the year under the limit of approval obtained.

The criteria for investment for extending mains to new areas / towns and
villages etc in our authorized area; fixed by the Cabinet Committee on
Energy (CCE) is as under.

CAPITAL COST PER CONSUMER (REVISAEBLE)
Punjab and Sindh Rs. 54.,000/=

Baluchistan Rs. 270,000/=

The above Capital Cost per Consumer is subject to change by competent
authority from time to time.

In towns where gas main is already available the gas companies would
continue to extend their network from their own resources under a phased

program.

The Company may also extend network to new schemes/colonies on the basis
of self-financing by the plot/house owner, at their request. The recovered
amount should be treated as special deposit entailing a markup equal to
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25% of State Bank Discount rate than prevailing will be credited to
customer’s billing account on yearly basis, refundable on permanent
disconnection /termination of contract.

Mode of preparation of feasibility reports for new areas/towns/villages:
Applications from Residents and directives from Prime Minister’s
Secretariat, Parliamentarian and District Government etc. for gasification
of new area, town or village is received in SSGC. Survey is conducted for
the preparation of cost estimates and feasibility report. Cost estimates for
these proposals are worked out on basis of criteria approved by Cabinet
Committee on Energy (CCE) of the Government of Pakistan. If the
proposal meets the approved criteria cost of Rs.54,000 for Sindh and Rs.
270,000 for Balochistan, then the scheme is treated as feasible and is
included in Company’s budget for the Annual Development Program
(ADP) of new town/village. Cost estimate of new town/village, which
exceed the above cost criteria are treated as unfeasible. However, if the
portion of cost over & above the criteria is funded by Government of
Pakistan, Parhiamentarian or any other Head/Source of the consumer, the
scheme is executed.

The proposals for gasification in the left over pocket/areas of existing
town or villages already on gas is worked out on the least cost basis
criteria and all such minor or major schemes are approved under
Company’s Annual Development Program (ADP) for normal laying of gas
distribution network.

PROCEDURE FOR  EXTENSION, MODIFICATION /
RELOCATION OF SYSTEM / MAINS

If an area not yet provided by gas mains is required to be developed, initiation
of the project may be on request of organization/ agency/
government organization or a collection of local people. Such
request will result in the opening of a file by Sales Department
obtaining of official approved drawing/plan for the area from civic
authority. The scheme will be entered in database for monitoring
of the status.

Each case 1s referred fo Planning Department (P&D), on preprinted book
format of Customer Service Division having Book No. and Serial
No. Area drawing 1s also sent to Planning indicating the location
where gas main extension is required, for technical survey and
proposal of diameter and length of gas mains to be extended.

Planning Department sends back the area drawing duly marked the required
mains along with operation book having the same Book No. and
Serial No. Sales Department prepare a feasibility with the help of
cost schedule provided by Finance Department If the case is found
feasible, the same is put up for management’s approval on
approval book with the same Book No. and Serial No., along with
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the feasibility details. If the case is found un-feasible then the
applicant is informed accordingly.

Onece Management approval is accorded for an extension case, the case is
referred to Finance Department for the capitalization of the amount
and issuance of Work Order.

Work order/Job Card along with Management’s approval is sent to Planning
Department for onward transmission to Distribution Department
.. for execution of work. After execution and commissioning of main
extension the Distribution Department send commissioning advice
to Sales & Marketing Department. Whenever a new area is opened,

SSGC distributes:

a) Circular to registered contractors to launch activity in the
area and to book orders for new gas connections.

b) SSGC distributes a printed brochure to the area residents, for
their guidance that How to get new gas connection.

When the existing customers apply for extension in gas load, Planning
Department checks the capacity of existing gas distribution network. If
existing gas mains is incapable to meet additional gas requirements, in
that case reinforcement / extension of bigger dia. Mains is planned to
cater for the increased gas load requirements.

Reinforcement of gas distribution network is also carried out in areas
where low gas pressure occurs due to increase in gas consumption by
existing customers/ increase in number of customers due to expansion in
arca.

In both above cases cost estimates are prepared for approval and
subsequently the modifications / reinforcement of system is carried out.
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INTERMEDIATE PRESSURE GAS PIPE LINE (L.M.P.L..)

These pipelines will be nermally laid for multistoried buildings, departments
and housing schemes on customer’s cost, where main extension is
not possible. These buildings are constructed in shape of numbers
of independent blocks and residential units.

The gas supply pressure is normally maintained as Ggpslg, and the entire job is
carnied out by SSGC.

Whenever, an applicatiﬂn is received for laying of Intermediate Pressure Gas
Pipeline, applicant is requested to provide 4-copies of layout plans
on scale drawing along with details of Nos. of blocks and Nos. of
flats, for which IMP is required.

Details of material and labor charges is prepared by Sales Engineer, which is
checked by Sr. Sales Engineer and costing is done by the costing
section with the help of list of Balances provided by the Finance
Department.

As this pipeline is laid underground and the un-metered gas i1s supplied
through this pipeline, therefore, 50% of total cost is charged as
non-refundable maintenance charges.

Finally an approval summary will be prepared and proposed by Deputy Chief
Engineer, Sales for according approval by the Head of the
Department.

Quotation will be prepared and issued to the party for arranging payment. On
receipt of payment job card will be issued and sent to Utilization
Department for execution of the job.

After completion of job final billing of material and labor will be done on
actual bases.

To avoid leakages due to corrosion in the underground gas pipeline
Polyethylene pipes will also be laid at some locations. All
connections will be processed at a time however, block-wise
conmections will also be processed on specific request if, all the
blocks are not ready for possession due to shortage of funds.

PERFORMANCE & SERVICE STANDARD

The relevant Performance & Service Standards as approved by OGRA are being followed
(Detailed Performance & Service Standards are attached as Annexure-"A’)
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SECTION - VI

ADDITIONS/ALTERATION IN GAS LOAD
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ADDITION/ALTERATION & ENHANCEMENT OF GAS LOAD OF EXISTING
DOMESTIC AND LOW PRESSURE COMMERCIAL CUSTOMER

6.1.1 On the request of existing customer, the premise will be physically checked to
ascertain the following information:

a) Connected gas load & number/type of gas appliances
b) Size of Houseline.

¢) Type of existing meter and regulator.

d) Required proposed gas load.

6.1.2 After conducting survey, the detail of material / labour and Gas Supply Deposit as
per connected load will be ascertained and submitted for approval before issuing

the quotation.

On receiving the payment towards quotation job card will be sent to Customer
Facilitation Department for execution of job.

ENHANCEMENT IN LOAD CASES (INDUSTRIAL)

6.2.1 Those industries who apply for extension in load will submit duly filled-in
enquiry form giving details of additional gas burning equipments, gas load
requirement, working howrs, and factory layout plans showing the
proposed location of new gas burning equipment. Ownership and other
valid documents already submitted by the customer will not be asked
again.

However, company may ask the customer to submit any other legal
document like ownership documents, tenancy agreement, copy of NTIN
certificate, CNIC. efc. incase of the change of name of an industry.

Same procedure will be adopted ie. planming, survey, approval,
quotation, payment of installation charges and GSD etc, as mentioned in
the case of Industrial new gas connection.

ALTERATION IN HOUSELINE, RE-ROUTING, SHIFTING OF
CONNECTION, LEAKAGE CASES

6.2.2 As soon as houseline leakage cases’ information is received from a customer
it will be referred to CRD, Measurement or DSM Department for
rectification. However, premises will be surveyed on urgent basis to
prepare list of matenal and labor for replacement of houseline for
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issuance of quotation to customer for payment and on receipt of payment
job card will be obtained from Finance Division and it will be forwarded
to Utilization Department along with list of material and layout plans,
clearly showing the portion of houseline to be replaced. Utilization
Department will carry out the job on priority.

6.23 All alteration cases will be surveyed wherever technically feasible.

Quotation will be issued to the customer for payment.

UNAUTHORIZED EXTENSION IN LOAD PRESSURE OR
OVERLOADING OF METER CASES

6.2.4 All such cases will be surveyed and processed on priority. Premises will be
surveyed to check actual connected load, hours of daily operation and
type of industry. The same will be compared with the approved load on
record with SSGC of that particular customer and if technically feasible,
covered by the approved policy, quotation for unauthornized extension of
load will be issued to the customer for payment. This quotation will be
comprised of the cost of material and labor involved in modification of
CMS, houseline as well as Gas Supply Deposit (GSD).

6.2.5 Customer will be asked to pay the amount within the specified period and
with a clear warning that if the payment is not received within the
specified period, gas supply would be disconnected.

On receipt of payment a job card will be obtained from Finance Division for execution of

work and forwarded to Utilization Department for execution of work.

PERFORMANCE & SERVICE STANDARD

The relevant Performance & Service Standards as approved by OGRA are being followed
(Detailed Performance & Service Standards are attached as Annexure-"A’)
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SECTION - VII

RESPONDING TO COMPLAINTS

Page 57 of 69



INTRODUCTION

L A Complaints Resolution Procedure has been developed as per terms of licensing
conditions to promptly and effectively address the complaints. The procedure
defines the complete mechanism for addressing complaints and sets out clear
guidelines for early redressal of the complaints. (SSGC’s Complaint Resolution
Procedure is attached as Annexure-“C”). The customers who directly approach
the company for resolution of complaints are dealt in accordance with the
procedure laid down in Annexure-‘C’ of this manual and the customers who have
lodged their complaints to OGRA are dealt in accordance with the procedure laid
down in the Complaint Resolution Procedure Regulations, 2003. (The Complaint
Resolution Procedure Regulations, 2003 approved by OGRA is attached as
Annexure-D’).

2. The reputation of the company is dependent to a large degree upon the image
projected by its Customer Services Personnel. Customer Service in a gas utility is
the service which should be courteous and considerate, polite in attitude and
efficient in its operations, which is extended in all contacts with the customer or
the prospective customer. This approach and attitude is mandatory for every
public utility employee. To achieve a desirable level of public confidence the gas
company must give the best service possible.

3. Sui Southern Gas Company Limited is a leading Gas Utility Company in the
country. This gas company grew from a small beginning fifty years ago and its
character changed as it evolved to reach today’s proportions. Today SSGC ranks
among the Nations Leading Oil/Gas Industries. Customers are over 1.8 million,
spread over in the provinces of Sindh and Balochistan. Cooking/house heating
through gas continues to show strong growth besides Commercial/ [ndustrial uses
including Power Generation.

4. This section has been prepared to acquaint the customers with the facilities and
services available in Sui Southern Gas Company Limited. It is felt that this
manual will provide a convenient reference for Customers/ Services / in general.

For customer satisfaction various steps have been taken by the Company, which
have been explained in depth and a Future plan has also been documented.
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DUTIES / RESPONSIBILITIES OF SERVICE
CENTRE AND COMPLAINT CENTRE

To provide all guidance/services to customers regarding provision/use of gas in an
efficient manner.

2 To receive & record all incoming complaints of customers in a proper and

systematic manner through state-of-the-art computerized Complaint
Management System.

3 To build company’s image and goodwill in the public with a high level of
personal interaction, attitude, behaviour & conduct at all contacts / times.

To attend/rectify all complaints within a minimum possible response time by
utilizing all available (Company’s) resources to the entire satisfaction of the
customers.

5 To implement Company’s Policy in Letter & spirit in rendering satisfactory
services to the customer.

To attend and ensure that all major emergencies are attended properly and in time.

7 To keep close inter departmental liaison i.e. Distribution System, Maintenance
and Measurement Departments.

To prepare and submit progress Reports/MIS to the GM (Customer Relation) and
Senior Management as advised.
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TRAINING OF CUSTOMER SERVICEMEN

To ensure that all personnel are adequately trained to carry out the work for the service
program to be successful, the Customer Servicemen have to be wvery polite,
gentle/cooperative, courteous in their behavior and very quick in response to the

customer’s complaint,

The Company has put in considerable efforts in improving the serviceman’s tools, store
stocks supplies, service vehicles, manuals / technical literature etc. Utmost attention is

being given to the evaluation of each person’s performance both in terms of quantity and

quality.

We also endeavor to cooperate with the local Government to encourage adequate codes
& ethics 1o provide the highest standards of public safety and at the same time to ensure

efficient operations.
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COMPANY’S SERVICE-CUSTOMER/CONTACTS

1 Periodic visits to customer’s premises to check coordination & functioning of
the Meter.

Call by Utility Service Representative to provide help in an efficient manner and
to ensure smooth fault free operation of any/ or all gas appliances.

3 Call by House Service Representative helps the housewife in operation of an
appliance & also educates her in maintaining safety standards.

Call for leaks/pipe repairs.

5 Call for change of meter, being Defective or passing unauthorized gas (PUG).

Other Company Service contacts,

The utility representative should have a high degree of mechanical skill so that he can
complete his job in an orderly and efficient manner.

The utility personnel / representative -should show  concern for customers as per
following weightage:

1 Interest in customer’s problems 40%
2. Technical and mechanical competence 25 %
3. Speech 15 %
4. Politeness 10%
5. Grooming 10%

The area of customer service is the ideal place to build good customer relations.
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SERVICE CALLS

“Order receiving”- means receiving of customer calls 24 Hours a day 365 days a year. Ta
ensure concern for safety and meeting of emergencies of customers, sequence of contacts
for different jobs are specified below:

1 Any incoming call from a customer is received at our call centre and is referred to
an operator at random out of a group of telephone answering operators and not to
any specific person operator.

2 The telephone operator after receiving all calls directs the customers to the proper
department / section.

3 To provide various services, the Company has dedicated different telephone
numbers for various types of services thus the customer can always call the right
department.

Complainant must get proper attention. Courtesy and knowledge of the order receiving
operator and his ability to satisfy the customer is an important aspect/ factor in
determining the customer’s attitude / level of satisfaction toward the utility. The utility
employee must understand that he is “the company” in the eyes of the customer to whom
he is attending.

Complete record of each customer call records is maintained and a high degree of care is
taken for additional improvement & development of the system / manner in which
redressal of complaint is carried out.

The most useful purpose of a refined record system is to determine what has caused /
initiated a customer call and then to discover what can be done to either eliminate a
further call or to upgrade the circumstances surrounding the call. Records should be
actively used to promote the business rather than stored for legal purposes.
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DISPATCHING ORDERS

The basic purpose of “Dispatching” is to plan efficiently the route and assign work to give
the utility and the customer the advantage of lowest possible cost and equally to assure
that each customer’s order is given proper attention. The Dispatching activity must be

organized to. follow through an individual customer satisfaction if a good standard of

customer service is to be met.

The order taking operator must efficiently and courteously receive the customers request
and dispatching of orders must be done with minimum possible delay and with adequate

planning to route and assign work efficiently.

Dispatching orders is absolutely essential which includes adjustment of work priorities to
balance work load with the manpower available, routing of work efficiently with
mintmum travel, assign work to personnel who are equipped and trained to carry out /

implement and do various types of work.

Assigning work priorities to enable adequate response to emergency calls and calls that
are essential to the customer’s basic needs are at the heart of an effective dispatching
system, However all emergency calls must be replied immediately, with effective priority
assignments. Close aftention to order priority will ensure giving maximum value to the

customer and the company.
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BASIC RULES/PRACTICES DURING VISIT TO
CUSTOMER’SPREMISES

DRIVING:

Observe all safety requirements during operation driving of a motor vehicle. Upon
arrival at the customer premises park the vehicle properly at the curb. Set the brakes
and remove the ignition key.

INTRODUCTION

Greet the customer in a friendly and courteous manner. Identify yourself and the
company and state the reason for your call/visit. Service personnel must Carry/wear
Company’s Card to identify them as employees of the company.

APPEARANCE AND CONDUCT

Service personnel must wear suitable attire and maintain a neat appearance.
Demonstrate an interest in the customer’s needs or problems to provide assurance that
he wants to help. Answer the customer’s questions accurately and show respect for
customer’s property at all times. Arrange tools neatly & refix cover/grill if that is
removed during the work. Service personnel must not smoke while at customer’s
premises.
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TRANSPORTATION

Bulk of a gas company's Customer service work will take place at the customer’s
premises. This includes meter / regulator work, Meter Reading, Leak Repair, appliances

etc. Thus to accomplish the job at the customer’s premise “effective Transport is must for

efficient operation in the field.

The service vehicle should be properly maintained and well equipped with all necessary

tools and spares usually needed in an emergency.

The efficient deployment of vehicles and personnel is the only way to ensure efficient
operation. 4 mobile Radio equipment/ mobile phone system is installed in the service

vehicle to improve mobility, resulting in improved & better service.

STORE

A utility Company maintains a stock of pipe fittings, Parts, Supplies and special
equipment which are issued to Service crew as and when required. The stores department
may have no direct contact with rhe customer; however lack of their support greatly
influences the efficiency of customer service, The store must be in close liaison with the

operating department.
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EXISTING OPERATING PRACTICES AT
CUSTOMER RELATIONS DEPARTMENT (C.R.D)

At present, almost in all regions of the Company, Customer Relations Departments

(CRD) exists irrespective of number of customers in an area/ location.

Complaint centers operate round the clock throughout the year. Emergency Telephone
No. 119 exists in all major cities & PTCL Numbers at all Complaint Centers have been
provided. Complaint center is also called as an emergency center. Almost all reported
complaints are rectified daily and if for some reasons a few calls are leftover, those are
attended the very next day. (Existing procedure to deal with complaints reported at 119 is
attached as Anmexure “G™)

A duty officer always remains present at the Emergency Center. Complaint Service
Teams remain alert at all centers that attend to these complaints and take necessary
action. The number of Service Teams depends upon the number of customers and the
volume of work. Each Service Team has been given a vehicle equipped with wireless Set/
mobile phone system for establishing constant communication contact with Complaint

Center.

The record of all lodged complaints and rectification done is maintained and its MIS is

prepared and sent to GM (CR) daily for his information. All data is readily available at
all Centers for subsequent checking/ verification in connection with complaint of any

customer.
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SERVICES PROVIDED AT CUSTOMER SERVICE
CENTRE CUM COMPLAINT CENTRE

The following complaints of Meter/Regulator/Leaks are attended by CRD:

L. (Gas caught Fire
2. Main line Leak
3, Gas line Broken / Damaged /Ruptured.
4, Service Valve Broken
5. Meter Damaged /Broken
6. Service Valve Leak
7. No Gas
8. Meter Defective/PUG
9 Gas Leakage
10. Miscellaneous
-11. Bomb Blast

12, Building Demolished etc.
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NEW INITIATIVE FOR CUSTOMER SATISFACTION

CUSTOMER SERVICE

1 Web-Page on SSGC (www.ssge.com.pk) provides company profile. The details of
activities, on line billing enquiry give access to the customers.

2 Increased number of customer services centers and complaint centers.

3 Establishment of New Zones, in franchise area of SSGC.

CUSTOMER SATISFACTION

1 Customers’ education efforts “Letters/notices published in News papers,” are also
being sent to Customers to obtain their feedback on quality of service,

short-comings, default so that continuous improvement in service can be brought
about.

'-L: - -
2 Letter to customers to create awareness against gas theft and unauthorized use of
Gas.

3 Distribution of hand bills/leaflets along with Monthly Gas Bills to create
awareness for the need to pay gas bills regularly and in time.

DISTRIBUTION

A new concept "Call Service Team"” is being created to respond to emergencies within 30
minutes in all areas of operations of SSGC.
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PREVENTIVE MEASURES FOR SAFE USE OF GAS

Please adopt following measures during gas use in daily life:

L For all types of Gas leaks inside or outside the house, inform Emergency
Phone 119 for rectification.

II. Always use standard appliances.

11, Never leave the gas Stove/Heater unattended while in use. When not in use, shut
the valve.

IV. Provide adequate ventilation where gas is in use.

V. Always use Heater with an Exhaust Pipe.
VLI Do not use Rubber Pipe: Always use GI pipe.

VII. Always get new gas connection through legal means. Theft of gas is a national
loss and an unlawful act! Liable with punishment.

|
VIII.Please report gas theft at Phone 119.

IX. Pay your dues within due date.

X. Your safety is our prime objective.

PERFORMANCE & SERVICE STANDARD

The relevant Performance & Service Standards as approved by OGRA are being followed
(Detailed Performance & Service Standards are attached as Annexure-"A’)
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ANNEXURE-*“A"

PERFORMANCE AND SERVICE STANDARDS

The attached Annexure-“A” are detailed Performance and
Service Standards issued by the Authority on 3 September
2003 vide letter # [OGRA-7(3)-C/03. The Company conforms

to the Performance and Service Standards as specified by the

Authority in respect of all aspects of the Company’s

performance including service, efficiency and safe operations.



Performance Standard

5 No

ACTION

REQUIRED PERFORMANCE

e

TARGET

ACH.

Gias
Emergencies

In case of gas escapes, fires or other hazardous
situations, attend as quickly as possible but within
one hour for uncontrolled escapes, and two hours
for controlled escapes.

100 %

LT "“f—u

bt

Telephone Calls

All calls to centers 1o be answered within 60
secands.,

100%

Complaints

All complaints shall be recorded whether received
by phone, letter, electronically or in person.
Complaints about pas smell, asphyxiation, fire, gas
pipe breakage, explosion or building collapse, etc.,
shall be dealt with as per S.Nol.

ANl other complaints, which are determined to be
low risk, i.e., not involving loss of life or property
shall be responded to within 24 hours. Complaints
about other operational nature shall be dealt with on
a planned basis as per other listed activities in these
standards. For further explanation, see “Table,
Response Time Examples™, given at the end of
these standards.

100%

Investigation of
Pressure
Complaints

Visit within 36 hours.

100%

o

Making and
Keeping
Appointments

For planned work and when required, appointments
will be made on a morning ar afternoon basis. [T an
appointment cannot be honored, the company will
give a 24- hours notice 1o the consumer.

90-100%

Matification of
Planned work

Waork for planned mainienance that requires
interruption of the gas supply, and entry to the
consumer’s premises will be subject to a notice of at
least 10 working days for the service line, and at
least 5 days for the meter alone.

D0-100%

Connection to
Distribution
System

a) The company shall promptly respond to all
requests for service after the date of their receipt
and 1ssue proposal lenters within 90 days, or any
other period approved by the Authority on the
request of the company. if:

* [t iz technically feasible to connect the premises
to the gas main;

= Such a connection would not create any
anomalous situation or discrimination with other
prospective consumers in the same locality,

* A domestic or commercial premises is located
perpendicularly within 25 metres of the existing
gas main and where the extension of gas main or
reinforcement 15 not involved: and

withnr i metres ot “ost, 3% main and
=yRere extension of gas mais o - oforcement s

o an‘:‘\f-._....i

Ependicularty

o — e s - o g —

90-100%

Mg am



SNo

ACTION

REQUIRED PERFORMANCE

o
TARGET

ACH.

% Agr

b If a domestic, cornmercial or industrial
premises is not located within the distance:
specified above, the company shall inform the
applicant within 45 days of receipt of request
as follows:

* The company’s inability to provide the
service; or

= The time frame within which the service can
be provided to the applicant.

¢) The company shall be obligated to provide gas
connection to an owner or occupier of a
premises subject to payment of gas connection
charges, gas supply deposit and availability of
road cutting permission if applicable:

» [n case of domestic and commercial
prospective consumers within 45 days or any
other period approved by the Authority; and

* [n case of prospective industrial consumer
within 90 days or any other period approved by
the Authority.

Energy/Safety
advice

Energy and safety advice will be given to
consumers visited with problems.

Energy /safety advice provided by free post.

90-100%

Replies to
Cormrespondence

Consumer to receive a reply within 5 working
days of receipt of correspondence, Attend earlier
if necessary. Interim replies will indicate when a
full reply may be expected.

90-100%

10

Visits

Except in emergency, meter reading or consumer
complaint, if a visit to consumer's premises is
required, the company shall first attlempt to make
a phone contact with the consumer for an
appointment, within 4 days.

90-100%

Estimating

Procedures for
billing

Procedure should favor neither the Company nor
the consumer. Differences between actual and
estimated gas usage will be settled / resolved as
per contractual obligations between the Company
and consumer.

90-100%

Meter Alteration
and replacement
at consumer’s

Teguest

15 working days following acceptance and
payrnent of relevant dues / charges.

90-100%

Responding to

Visit within 7 working days, or substantive reply

wit 3 _'-:_rc—rl_;inr_'_ da}fs‘ _

b i et T
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00-100 %
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I“(‘

ACH, .

TARGET
S.Ne ACTION REQUIRED PERFORMANCE ¥ Age
T4 Meter Accounts | The Company shall submit gas bills based on 20-100%
(Meter reading /| actual meter readings on 30 days basis, or a longer
billing) period not extending 45 days. Adjustments for
price /tanff should be made proportionate to the
number of days.
¢ Due date of payment shall be 15 days from
date of issuance of bill. However, the company
shall make arrangements for delivery of bills
such that each consumer gets a minimum
_period of 7 days to make payment.
15 Meter Reading Read meter one month after the previous reading, | 90-100%
Frequency at least once in each calendar month.
16 Special Meter Visit within 3 working days of receiving a request. | 90-100%
Readings
17 Appointment for | Morning or afternoon appointments (at two-day’s | 90-100%
final meter notice) for final meter reading.
reading
18 Providing Additional meter may be treated as a new meter Q0-100%
additional meter | application. The process time for issuance of
proposal letter shall be two weeks. The time for
i meter installation will be 25% of the time for new
meter as prescribed in S.No 7, afier security
deposit.
19 Motifying Notice of non-payment to be issued within 10 90-100%
Consumer for days of default in payment j.e. within 10 days
Mon-payment subsequent to the due-date, for payment of bills.
Consumer shall be allowed 15 days for payment
effective from the date of mailing notice.
20 Termination of Termination of service for default shall be at 90-100%
Service for company’s discretion after expiry of notice (s) and
Default period allowed for clearance of dues but no more
than 45 days of default of non-clearance
subsequent to period allowed in the notice.
21 Reconnection Within one working day after full payment and 20-100%%
after payment of | access available.
dues
2 Refunds to the Refunds to consumers to be dispatched within 30 | 90-100%
Consumers days.
23 Backfill, Trench to be backfilled and site restored to its

Restoration

original or better condition within 15 working
days of commissioning of gas supply.




S5.No ACTION

#a ACH.
TARGET

REQUIRED PERFORMANCE " Age

24 Removal of
service line after
disconnection

The company shall remove service line of the
disconnected premises if the consumer does not
procure reconnection:

= Within 180 days for domestic consumer

=  Within 60 days for commercial consumer

*  Within 30 days for industrial consumer

25 Contractual The company shall maintain adequate pressure in
pressure transmission pipelines and distribution networks

and upgrade system where necessary to ensure
supply of contractual volume to its consumers at
pressures agreed with them in their relevant
agreements.

26 Compensation Payment of compensation to consumer adversely
affected by non-compliance of service standards.

Note:

(1) The Authority may, from time to time, prescribe any additional standards, amend, change or
alter the already prescribed standards in consultation with the licensee. Where the standards
set forth herein are inconsistent with the terms and conditions of the licence, the provisions of
the licence shall have the overriding effect to the extent of inconsistency alone.

(2} Where targets are prescribed as 90-100%, the same may be taken as 90% in first. 95% in
second and 100% in the third year,

{3) An application by the company for relaxation in time frame shall be supported by facts and
figures with full justification.

RESPONSE TIME EXAMPLES

TIME (Max.) ACTION FOR
One Hour Fire, explosion.
Two Hour Minor leak on valve in un-inhabited area, Relief valve discharge,

nher

-

Meter inaccurate.

Trench not backfilled.




ANNEXURE-“B”

7 PRCEDURE FOR DEALING WITH THEFT OF GAS CASES
z

The “Procedure for Dealing with Theft of Gas Cases”
(Annexure-“B”) has been approved by OGRA on 16 August
2005 in pursuance of the SSGC’s License Condition No. 20.
According to this procedure theft of gas means use /
consumption of gas in an unauthorized / unlawful manner for
which the user / consumer has neither been billed nor the

consumer paid for such consumption.

Theft cases are dealt in accordance with the enclosed

procedure which is approved by the Authority.




),

PROCEDURE FOR DEALING WITH THEFT OF GAS CASES

Definition: Theft of natural gas: -
Theft of natural gas means use / consumption of gas in unauthorized / un-lawful

manner for which the user / consumer has neither been bﬂled nor he/she has paid for
such consumption.

FOLLOWING ARE POSSIBLE INSTANCES OF ACTS WHICH TENTAMOUNT -

TO THEFT: -

Tempering with the meter, volume corrector and recording instruments
(flow, pressure and temperature recorders).

Reverse installation of meter by the consumer i.e. inlet at outlet and vice
versa.

Securing gas by removing meter and connecting inlet/ outlet by rubber

pipe or other tubing or using unmeasured gas through by pass point
before meter.

Using gas without obtaining gas connection or reconnection of a
disconnected gas supply connection by the consumer.

Suction of gas from disconnected gas service lines by mechanical device or
illegally restoring the service.

Increasing pressure of gas from pre-set setting / value by tampering with
the pressure regulator or securing gas online pressure by removing
regulator.

Taking un-authorized “off-take” from the distribution supply main.
Reversing of meter reading by back flow of air using a blower /
tempering index of meter or by other mechanical means.

Using un-metered gas by taking off-take before meter inlet
coupling/spud.

Tempering / blocking of sensing elements of volume correctors for less
registration of corrected volume.

Increase in load by the consumer resulting in meter becoming under
capacity and consequential under /short billing. Tempering of meter’s /
regulator’s seals to secure more gas than registered by the meter -
/Tempering of meters / regulators seals to secure more gas than
reg:stered by the meter.

Installation of stolen / unauthorized meter by a disconnected consumer or
an unregistered consumer.

Using un-metered gas by removing meter index.

llegally restoring gas supply by damaging / breaking of company’s
installed disconnection lock.

Using gas in category of tariff not allowed by the utility.

Cutting cage of CMS for any kind of tampering and then re-welding.

Any other mode not specified herein above.
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B. INFORMATION:-

Any information from company’s own sources, dutside sources, consumers,

members of the public, telephone calls regarding theft, unauthorized and unlawful
use of gas by any consumer, person or premises shall be duly registered by
designated officials of the company as an important information, which shall be
maintained confidentially and will not be ignored and appropriate action for
detection, confirmation and recovery shall immediately be initiated.

C. BASIS OF SUSPICION: - /
One or more of the following events and / or circumstances shall form the basis for
suspicion of theft: -

* Index of meter found stuck-up for movement or recording slow and / or
meter bearing evidence of such tempering which may allow the meter to pass
gas without being registered on the index counter. Seals of the meter found
tampered or broken.

*» “Gas Pressure regulator” bearing such indication and / or evidence of
tampering which may cause flow of gas at higher pressure than pre-set value
or that contracted for /Seals of regulators found tempered or broken.

e Unauthorized connection from main,/ upstream of meter.

* Gasflowing to the consumption units without being registered on the meter.

* Deliberately taking more than contracted volume over and above rated meter
capacity causing wear and tear and consequential slowing/ stoppage of
meter.

» Gas flowing to a premises where existence of a legitimate metered connection 4//
is not observed / evident.

* Any other reasonable cause not mentioned herein above.

D. ACTION OF THE COMPANY:-

» The company may in association with local and provincial
government, acquire services of Magistrate or a judicial officer and
police and / or personnel from the Army/ Paramilitary establishment
(as an alternative to police force) for conducting raids on suspected
CONSUMETS.

» Meter testing workshops/mobile-testing workshops shall be
established at all regional head quarters as far as possible keeping in
view operational requirement, but not later than two years with effect
from July 01,2005, ~ve 20 -5 - a7

» In case of strong evidences leading to confirmation of the act of theft,
the company will disconnect the gas supply of the consumer /
defaulter immediately and will remove all devices which can facilitate
the consumer/ defaulter in illegal restoration of gas supply.
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Following procedure shall be adopted while undertaking disconnection: -

-

Physical / visual appearance of the meter and / or pressure regulator shall be
decumented preferably in the presence of a representative of the defaulter
cornsumer.

“The disconniected ‘mefér and / or regulator shall be taken into -personal

custody by a responsible designated official of the company who shall place
the equipment in a bag / container which shall be sealed at the site. Time and
date shall be logged.

The observations made at the time of disconnection shall be logged /
documented and signed by all the members of the disconnection team. The
document on which the said observations are recorded will be enclosed in the

box / container in duplicate with copies to Head of department and local

Regional General Manager. The company shall send a quarterly report to
OGRA giving addresses of premises where acts of theft are confirmed, as well
as brief description of mode of theft.

The suspected equipment shall be dispatched to the “ Local / nearest Testing
Workshop/ Laboratory” within two working days of disconnection.

Safe and secure handling of the equipment shall be ensured during
transportation / transit to protect against possible damage.

The official taking charge of the equipment in testing workshop / laboratory
shall break open the seal of the bag in the presence of the person delivering
the equipment. Moreover, out of two, one copy of the document
accompanying the meter in the container shall be endorsed by the official
receiving it and returned to the one delivering it for handling over the same
to General Manager / Incharge of the Region to which the meter pertains and
would also confirm the physical / visual condition of the equipment as
recorded by the inspection/raiding team. Testing of internal parts /
operation of meter and flow proving shall be carried out in the laboratory and
reported to the G.M of the region within five working days, in case of
industrial category and ten working days, in case of commercial / domestic
category after the receipt of meter. _

The meter will be tested if desired by the customer in his presence or
otherwise the absence of the customer will be noted.

E. DETECTION AGAINST DIRECT TAPFPING / UNAUTHORIZED PRESSURE

ENHANCEMENT: -

The direct tapping including “Self-reconnection / connection” cases shall be
checked by company’s vigilance team on receipt of any information,
preferably in association with a Magistrate or judicial officer and Police/
Army / Paramilitary Personnel.

The physical evidence shall be documented and photographs of means of
direct tapping or ‘ Self-reconnection / connection” of disconnected premises
shall be taken.



e As far as possible the evidence shall be witmessed by the accompanying
Magistrate or judicial officer and police contingent / Army /Paramilitary
Personnel. o

» The cases of un-authorized enhdncement in pressure over and above pre-set
approved metering / billing pressure shall be substantiated with available
evidences , authenticated in the site reports.

e Disconnect the consumer/person / premises using gas un-authorizedly and
removed devices /installations used for the purpose.

» Take appropriate action including invoking Gf Section 27 of Chapter V of

OGRA Ordinance, 2002.
—_—

e

; AS;SESMENT OF VALUE OF GAS STOLEN AND RECOVERY: -

Meter Tempering Cases: -
When any consumer is established to be involve in a gas theft using gas
through tampering with the meter or instruments installed / mounted on or
along the meter (i.e. volume corrector, or pressure- temperature recorder), or
any act mentioned in clauses "A”, “C"or “G” the volume of gas stolen by
consumer shall be assessed taking into consideration the following; -

1. Period / duration of suspected theft will be assessed on direct and
circumstantial evidence taking into accounts the reports of previous
checking / inspection of site by company’s technical staff / officer,
checking of meter by metering workshop officials. Unless the
circumstances specifically necessitate, the period of suspicion shall
be counted from the period the consumption behavior of the
consumer has shown decline over the normal / connected load or
consumption pattern of the past period till the date of raid /
confirmation of pilferage. The assessed volume / BTUs shall be
compatible with highest Epil.gljmgtlﬂﬂ of correspondmg months in
previous three years or on subsequent replaced meter's
consumption, provided that the mspected period shall not exceed
12 months.

2. Connected load (connected load shall be based on appliances
actually installed and taking load of each in comparison to
predetermined load of each appliance). The connected load will be
assessed by three members committee comprising of one
representative each from Engineering , Sales and Billing Sections.

3. Working hours (the assessed working hours shall be based on type
of business. Reference of sales survey report specifying number of
hours may be made). The working hours will also be assessed by a
three members comumittee comprising of one representative each
from Engineering, Sales and Billing Sections.

4, The Gas flow rate shall be recorded as registered by the installed
meter which will latter be flow proved at Metering Workshop to
determine the accuracy of measurement, within tvwo weeks.




|G-

-l

Assessed period of consumption through tempered meter (the
assessrnent will be made taking into consideration the prominent
“dips” in billed volume / BTUs. the period of claim will be last
three / five years. In case the period of pilferage is determine more
than 12 months, the period of claim will be restricted up to 12
months.)

. The amount to be charged for previous period shall be based on the

prevalent sale prices.

. Flow proving report / meter inspection report in meter testing

shop

. The reconnection of a registered consumer shall be carried out

when recovery of at least 25% of the amount levied has been made
along with “reconnection charges” as well as written agreement
between the company and consumer on the amount agreed upon
and mode of payment.

An in-house committee headed by a Senior General Manager and
comprising Senior level representatives from Finance / Billing,
Audit, Distribution, Measurement and Theft Control Department
shall be constituted to review the appeals of the consumers charged
for theft of gas. The alleged consumer shall have the right to be
present before the review committee for presentation of his case.

In case of domestic consumers, the available record alone shall not form basis of
recovery because in domestic consumption weather / seasonal affects have
significant bearing, therefore consumption of the corresponding months too shall be
considered for assessing charges to be claimed for the period as is determinable,
however, not exceeding 12 months.

-

TAMPERING OF METERS NOT DETECTED AT SITE BUT LATTER DETECTED

/[ PROVED AT COMPANY’S METER SHOP.

Where tampering of meter is not detected at site but later proved in the Central Meter
Shop / Regional Meter Shop which inspection shall be carried out within time limit ie.
for industrial 3 weeks, for commercial & weeks and for domestic consumers 12 weeks,
the basis of assessment of value of gas stolen and recovery of amount from defaulting
consumer shall be the same as per clause 'F’. However, the company shall not claim
such charges latter than six months after removal / replacement of meter at the site. The
recoveries shall have to be evaluated and finalized by the in-house committees within
stipulated time frame of 06 months.

LPS/GST will also be recovered as applicable.
The cost of meter and other damaged or affected ancillaries / equipment may
also be recovered from the consumer.

SEEE R e e
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H. PROCEDURE FOR RECOVERY OF GAS THEFT CHARGES FROM NON-
CONSUMERS

Gas theft charges shall be determired as per procedure, and legal notice will be served
to the defaulter for depositing the gas theft charges to the company, as per provisions of
OGRA Ordinance and Rules / Regulations made there under.

Page 6 of 6



ANNEXURE-“C”

SSGC’S COMPLAINT RESOLUTION PROCEDURE

Sui Southern Gas Company Limited is committed to provide timely response to
the Customers’ complaints. To fulfill this obligation, the Complaint Resolution
Procedure (Annexure-"C") is formulated indicating the mechanism of attending
complaints promptly by different depariments. This Complaint Resolution

Procedure comprises of following sections:

l. Billing

I. Sales

IWl. Measurement

V. Customer Relation
V. Distribution

COMPLAINTS FORWARDED BY OGRA!

If the complainant continuous to feel unsatisfied with the redress provided by
SSGC, he/she may submit his/her complaint to OGRA under clause 4 (c) of
Complaint Resolution Procedure Regulations, 2003. The said complaint is
forwarded by OGRA to SSGC's MDIGM(RA)'s office. The GM(RA)'s office sends
the complaint to relevant department for investigation and thorough examination
in accordance with SSGC's Complaint Resolution Procedure. After necessary
checking/investigation a comprehensive response is prepared and submitted to
OGRA through Regulatory Affairs department.



SUI SOUTHERN GAS COMPANY LIMITED

SECTION - |

BILLING DEPARTMENT

COMPLAINT RESOLUTION PROCEDURE



BILLING COMPLAINTS

Following type of complaints are dealt with by biling department.

Nature of Complaints: T T

Incorrect Reading T ow Lesnd
Adjustments in the bills '
Wrong Billing

Non-Delivery of Bills

Late Delivery of Bills .

Late Payment Surcharge

Delay in issuance of First Bill

Payment missing / Late receipt of cusfomer payments
Tenancy change

PUG Estimation

— 300~ s noB LD R —

(e

Methods of Reqgistering Complaints:

A Customer can lodge complaint in any of the following manners:

(i) In person at the Zonal, Regional, or Station Office

(if) By letter to Zonal, Regional, Station Manager or to GM (Billing) or
any other senior level, -

(i) By Telephone

(iv) By fax and e-mail available on company’s web-site.

Complaint Resolution Mechanism

+ Register of Complaints

In person complaints are generally resolved at the CFC's. Those not immediately
resolvable are retained and the customer is advised of the likely time of the
resolution. The complaints are noted at all levels. Complaint registers are
maintained for registering ond resolving of the complaints at the Zonal/
Regional/ Stalion levels. GM (Biling)] monitors volume of compfuln’rs and their
timely resolution. ..,
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+ Siep-1: Billing Offices ol Zonal / Regienal / Station level

Customer complaints not immediately resolvable at the Customer Facilitations
Centers are passed on to concerned Billing Zones / Regionaol Billing offices. These
complaints are generally resolved in the same billing month and exceptionally in
nex! biling month becouse cycle of biling has pmgressed The nalure of these
complaints is as under: .
Meter Reading errors

Tenancy change .
Adjustments ;

Non- delivery of gas bills

+ Late delivery of gas bills

» High gas bills

T B ®F ®

The resolution of complaint is reflected on next bill of the customer which is
infimation.

+ Step-2: General Manager (B)/ DGM (B)/ RM (B) Offices

Complaints are usually resclved ot the CFC and billing Zone or Regional billing
office level. However the customers have access up to General Manager
(Biling) office and the MD's complaint cell level. Customers are intimafed with
the outcome of their complaints appropriotely. GM ({Biling) monitors that
complaints ore resolved promptly and that there are no accumulations or rising

frend in the complaints. .

Complaints of the type noted below are resolved on the spot by Customers
Facilitation Centers/ Biling Offices/ locoled at approachable distances by
customers:

« Late delivery of bills

« MNon-delivery of bills

« late receipt of customer Payment
« Meier Reading errors

« Provisional Billing etc.

+ Siep-3: Managing Director’s Complaint Cell

Managing Director's "Complaint Cell” receives customer complainis with a view
to redress and monitor efficiency of the internal systems. Complaints received by
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the Cell are recorded and are followed-up for resolution. The complaints are
resolved and replied within a week.

+ Step-4: Complaints through Complaints/suggestion boxes

Complaints/Suggestions boxes are placed at all biling offices. Customers are
facilifoted. with complaints/suggesfion forms. The complaints/suggegstions boxes
are locked/un-locked by officials other then biling and pursuance and follow-
up of complaints/suggestions thus received is monitored by SGM (CS).
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Customer Lodges a
Complaint

Normal Complaint
“.| Hdndling Procedure is
adopted by Customer
. ‘faciiitatlnn Centers,
Zones, Regions, and
Stahﬂns The Customer
may appeal against
decisions.

e
‘\ Custemer Facilitation Cenler

Zone/Region/Station
Registers & Acknowledges ‘

Customer

or Forwarded to concerned
Billina Official

i

L&mpiannt is Resolved On-Spot

isadvised
appropriately

Billing Official Resolves the
complaint 7

Can complaint be resolved
on time 7
(-

‘_\ YES

Billing Official completes
task

i

Camplaint Closed
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= T ! Accuracy ofbills

‘I

o o
(‘%) SU# SOUTHERN GAS COMPANY LIMITED
SSGC CUSTOMER SUGGESTION / COMMIENT FORM

75 4l

‘Dear Customer,

Tn our continuing cndeavour to improve the quality of vur service, we need your supgestions /
comments, because at SSGC, we carc. -

5nggcmior1§ J Commenls:

Kindly also providé your feedback by marking @ the most appropriate box.

* #T o Hizh Medipm Low
ks Leliability of Eas's_upp]y interms of
" continuity 2nd pressuic

0 O 0
| 3. Adcquag}pft:;:_‘nc_l'r;r payment of bill D = ::I
" . belween receipt and duc dates :
q. Responsiveness.and courtesy level of
' 119 Helpline - E [:‘
I, Promptiess in redressal of complaints E D [:
< | Name: ) -4, * Account Number:

Address : S =

LN ] — e —————

PhoneNo.: L

- Sezacture i e
S(iF readily availabls B ComaERERL s i P GETE Wo
e - — T

— e e

e yatoe your comaEnis




SUI SOUTHERN GAS COMPANY LIMITED

COMMERCIAL DIVISION ..

SECTION - 11

SALES DEPARTMENT

COMPLAINT RESOLUTION PROCEDURE



Complaint Resolution Procedure

Tvpe/MNature of Complaint

Following type of complaints are dealt by Sales Department:-

Complaints regarding delay in gas connections
Tariff Change {
Complaints against contractors T e

W -

Recording Custorner’s Complaint

It is important to record customer’s complaint in order to:
» Track progress of complaints.
# Ensure accountability.

# ldentify and fix root causes.

Registering a complaint

Customer may lodge a complaint with head of Sales Department on
the attached Form. All complaints will be recorded in the register by
the concemed dealing staff. The complaint may be lodged through
the following sources:

By a letter.

In person at Sales Department.

Through telephone / Fax. / Email.

By contacting the head of Sales Department.
Through Customer Facilitation Centre.

VYYVVYY



Complaint Reselution Mechanism.

~ It is the responsibility of staff to respond lD".Gk__ESfDmEI:'S
complaint in a courteous manner and to provide him with the
required information/relief. If the complaint is received- which
the concemed staft are unable to handle / redress themiselves, the
complaint will be recorded and referred to appropriate pérson.
Receipt of the complaint will be acknowledued on Hit next
working day. ' : '

In case of any dispute between landlord, tenant / neighbor or any
other dispute regarding gas connection, the premise will be
physically checked to find out the resolution as per the
Company's procedure. I necessary, legal opinion will be
obtained from Company’s Legal Department for resolution.

In case of complaint against the registered low-pressure gas
piping contractor, the matter will be investigated by taking the
following steps:

¢ Physical mspechion of the premises in question.

o Written statement of the complainant.

* Verification of documents produced by the complainant.

» Disciplinary action against the contractor if the facts are
found correct.

* Remedy is provided to the complainant.

Complaint regarding delay in providing gas connection /

extension of distribution gas main will be immediately referred

to concerned Department for obtaining report and instructions to

sort out the complainant’s matter. Simultaneously, complainant’

will be informed of the position through the letter or telephone.

—

’ZA.-
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Cnmplain[ received from a cusmmcr will be handled

IIIJIIICUIJLCTYUJ thre-rcterantoffeer ._nq.rrE if PCPSSIbIﬂ or refer to
some one who can resolve the matter immediately. Where a
matter cannot be resolved immediately, the complainant’s name
and telephone number will be recorded. The complainant’s
matter will be sorted out within 5 working days. In case of any
further enquiry/investigation, complainant will be gl_ven interim

reply on the next working day. =

If possible, complainant will be responded immediately by
telephone. If the complaint cannot be resolved immediately due
to its nature, it will be resolved within 5 working days.”-

-3



Sales Department -
esolufl hart——

Complaint received

Complaint Registered &

Acknowledged
gl "
Scruliny of Complaint
= Refer to concern Seclion for
' survey &investigation
- = -

o # L. sl B Y 4 ¥
New Conneclion | | Qutation/Estimake Mairs extension General Complaint
refer to Dptrﬁtﬁn | issued (Addl& Al refer for planning {Contr. )

. ~ J
Myert ' :
+ - ki ¥ &
& d v ER .| Inform Customer .
Satisfied Not Satisfied
q - L il - - 1 p ¥
s, SIS Matter resolve SGM (CS)
: (Closed) : Decision -
' S Infor=. Customer __J




SUI SOUTHERIN GAS COMPANY LINVUTED —ZZ.'H gjg

Customer Complaint Forn -

s g i A

1. Cl;s.rtumer j - Company/Organization Civic authorily
12 Name:
1.3 Address:
1.4 . City: _
)5 Telephonc Noa l}aﬁicc bndr;{ ) o E-Mail:
ii) Home Code ( ): : el

o PErsnnfConlr.:glc;rf Dep:srtm'ent (against whom Complaint is filed)

_ O
3. Nature of Comphint (Describe bricfly) o
A B Y :
[ Date & Time: I Signature:
, "~ | For Office Use Only | . -
Cc:mplamt No. - Dated:
Complnmt forw arded o {E.'ecuon 1c:
= (Aftending Officer)
6. T{r:spapsu rcquued o%- L. - ___from Section/Department
¥ Complaint rrssul\.-:rl{Tn,L)‘lcsN - IfYes Complaint Closed on
8. Customer mﬁ::rmﬁd-on | :
9. "Ini cass of No, appea] fsm :-.rded to CE (Sales)/ SGM (Commercial) on
10: Fmﬂ Out Come___ '
11. C'.crmpl.unt W&Dl\‘:d'nu?h;?_.lj'l_cf informed —
12. Complaint closed o
e Rl . : ;.
dadades 0 - e Signiture {D?’?ung’-oﬁki[}f. B vt Pt st te o 1 |




SUlI SOUTHERN GAS COMPANY LIMITED

SECTION - 1lI

MEASUREMENT DEPARTMENT

COMPLAINT RESOLUTION PROCEDURE

—a



MEASUREMENT DEPARTMENT

COMPLAINTS RESOLUTION MECHANISM |

TYPE/NATURE OF COMPLAINTS

Following types of complaints of our valued Industrial and HP commercial customers are

dealt with by Measurement department.

a)
b)
)
d)

e)

g

Complaints regarding replacement of DPG meter (Do not pass gas)
Replace of PUG meter (Passing un-registered gas)

Replace of Damage meter, such as sticky, jerky meter.

Regulator Leak /damage

High yas pressure

Service valve leak/damage

Complaints regarding low pressure




L= 3

METHOD/TIME FRAME OF REGISTERING COMPLAINTS

Receive and register customer complaint in 119 call centre through phone and in person

..
-

or through letter, e-mail and fax.

=

The complaints regarding gas emergencies are atiended within stipulated. time as defined

in Performance and Service Standard approved by OGRA

SUSPECTED METER

In such cases, when SSGC observes that the Seal of the meter is broken or the:,_r suspect
that meter has been tampered, the customer is being informed of these discrepancies vide
our letters. The Measurement department replaces the meter with new meter of
equivalent capacity and the old/suspected meter is enclosed in a plastic bag and is

dispatched to meter repair shop for testing in presence of customer representative,




-3,

GM/DGM (Measurement)

The GM/DGM (Measurement) shall plays monitoring/supervising role to ensure that

complaints are resolved promptly within stipulated time frame.




COMPLAINT RESOLUTION FLOW CHA'I’ /

|




SUI SOUTHERN GAS COMPANY LTD. .

SECTION - IV

CUSTOMER RELATION DEPARTMENT

COMPLAINT RESOLUTION PROCEDURE



. 1-TYPE/NATURE OF COMPLAINT

Following type of complaints are attended by Customer Relation Departmant.

e Complaints regarding change of DPG (Did not pass gas ) Meter %

e Change of PUG (Passing un-registered gas) Meter
* Change of Damage Meter
* Sticky Meter

.;' s Jerky Meter

e Under size Meter
»  Over size Meter

. * Low pressure, _
= Pre-paid Meter o
=  Meter faulty,
* Meter reinstall
o F.N.C (figure not clear) / Index glass broken , Not read able ,
* Duplicate Meter , Meter remove.
* Common House Line Leak |
¢ Un-metered gas use ,
* Un-authorized extension use
=  Thelt of Meter
* Regulator leak / damage
* High pressure,
* Pipe fitting leakage ,
_ e Under ground leak
| » Plastic Pipe leak / damage

| » Meter Lock/ cock leak / damage
i » Line Rupture
* Leak in water tank,
e S/V leak/damage
s Gascaught fire.
* Complaints regarding Low pressure
e Meter shifting (Comm. & Dom.)
» Additional Service line requested ,
e Service Buried
s Service Shifting
» Service killing.
» Encroachment
* Anyother complaint




Receive and register customer complaints in 119 call center through phone and in person or

through letter , e-mail , fax at CRD / CFC’s with courtesy and smile -~

3. Time Frame of registering customer complaints :-

To register the complaint immediately on receiving customer’s complaint throtgh telephone

or through letter, fax, e-mail etc. inunediate redress of complaint received from customers.

In case of serious gas cmérg_encim like Bomb blast ,Line rupture , Main line damage , High
pressure (Gas leak in water tank . Gas caught fire , complaints must be attended with in one
hour and in case of non serious gas emergencies like Common House Line Leak , 5/V Leak ,
Change of Meters in different calegories , Low pressure , Pipe fitling leak ete. Complaints

must be attended with in 24 hours except in case of query (House found lock ,Address not

found , No way ,Job calls)



4- Resolution Mechanication :-

-i-—-———-—-—-___...h.,_: L s

After receiving and registering customer complaints, Area incharge dispatched complaints to
o =g Hn g . -
relevant area service team and follow up with them . In case of any query regarding house

found locked an appointment for next visit is made then phone no. provided by €astomer.
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Calls reccived on phone 119 Call center and in person , Through letter, e-mail, fax at CRD and CFC,s in various locations
|

¥

:

= B . ~ Print Complaint

2l 1 L a 4
1 i By, i g Wl LT . N ?
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w L 0
g ! ! w Ji
mmu: nn:_n,. ,,E:. 0Tl vE BEE;::F mz.;_. ..Efr .:.E EEF E;n Il scrious gas emergencics received in 119 call center from <
t i i : ¥ | 134;15,919 Civic agencies / law enforcing agencies call in
; L LR B handed over to duly officer. t (o
& W ¥ - ¥ I.,
Complaints are handed over to concerned Afca incharges Duly officer dispatches complaint Lo service team “4
_ immedialely d -
F ,. | -
Area incharges dispatched complaints to Area service teams | Serious gas emergencies call is also passed to DSM, &
g £ _ : information given to DGM [ A. CE(CR) and SE(HSE) ¥

|
¥

Y

In case of any query, area incharge makes an appointment on Service leam reach and provides interim i:nm as first aid,

phone with Customer for resolution of complaints . wail for DSM(Site)leam (if required) and inform back to
Duty Officer

Duty officer prepare report

L}

\ Area incharges make fresh complaint for next visit

| ._ il

T
Generate MIS of pending calls on daily basis for the purpose Report submit 1o DGM / GM( CR), SGM (C5)
' of complaints resolution positively




2% 4 SUI SOUTHERN GAS COMPANY LIMITED
’ CUSTOMER RELATIONS DEPARTMENT -
SSCC FIELD ORDER

Yoearv of Seevice

Dated: _ ,1, 'Ernergenqr'”' e
Through: 2.| Area Account No. I
Time: 3.| Planned Work
Site: : 4. | Other Meter No.
Mame | Address HearestﬁnddrESS
—
Telephone No. . " Mobile: ' r Artears
Work Nature: b -
Field Order Passed To. Emp. No. Passed by: Exec. No.
OBSERVATIONS | FINDING
] ' 3
xisting Meter No. | | ' | | | —[jindex:! | I i . | -Cuft. D m U
Type of Meler - Lock No: Type of Regulator:_
Meter Fosition Inside =[] Outside O CHL O Multistoreyed. [
Theft of Gas: _ Yes.[] MNo. [ Gas Generator/ Chiller _Yes.[]  No. [J Capacity: KVA:
Gas Pressure . - PSIG. WGC Gas Load Cufthr.
Material Used ; Fitter Remarks
=, S
_1_ . s : imam
> - Time Attended L R
Fitter's Signature
Amount Debited Rs. ‘;_" S - Dated:
s _

- e, GCUSTOMER'S REMARKSES

. 3ervice: Good [] . Satisfaclory [J Unsatisfactory []1 Notice Stating Nature of Defect / violalion Received []
Please debit above rmenflbned amount in my Bill '
Custemer’s Remarkg-(If ahy) :. i

o bl = e A A e e i B R A

Customer's Sigrature

DEFECT FINDING /| ACTION TAKEN

O Maasu rement [

ME T ER REGULATOR
Char'(;ﬂ-d [0 Remov@d[] Installed[] Unlocked [] |Changed] Removed [ Installed [J Type:
“Defect FindingReport: - . | ] [ ] 0 J
Action T:aken: ) | ] [ ] ‘ [ ]
FIELD ORDER HANDED OVER TO DEPARTMENT

e

== xec ”PJ———'—'

For Mater Chianga Advice Flvase Turn Ovel



SUI SOUTHERN GAS COMPANY LIMITED

SECTION -V

DISTRIBUTION DEPARTMENT -

COMPLAINT RESOLUTION PRCCEDURF-



TYPE & NATURE OF COMPLAINTS PERTAIN TO

DISTRIBUTION DEPARTMENT:

1.1
a)

b)

1.4
a)
b)
c)

Application for new connections
Cases returned to Sales Department ft}_r refund of
amount to the applicant in case of unfeaSib!e cases

Cases returned to Sales Department fr.:-r f-:ur processing
of MECs in case of feasible cases

Safety
Complaint regarding leakages from CMS
Complaint regarding leakages from house-line

Complaint regarding leakages from service line, F/M,

.D/IM,SM

Complaint regarding theft from serviceline

Metering
Complaint regarding change of DPG Meters

Complaint regarding change of damaged meters

Services
Complaint regarding low pressure
Request for shifting of Service lines

Complaint regarding gas quality




METHOD AND TIME FRAME OF REGISTERING
COMPLAINTS:

Complaints are received through:

a)  Personal visit of complainants at CFC (‘\?érba‘l}

T

b) Telephone calls on help line 119

c) Courier service or in person (Written) _- -

a) Verbal complaints received through personal visits
' of complainants at CFC

CRD Department wil be responsible to maintain
Customer Facilitation Centres at Regional Headquarters
and Zonal offices for one window operation to facilitate
the customers. Representative of each deptt:;, wviz
Distribution, Customer Service, Billing, Sales and
Metering will perform the duty at CFC. Each
representative of the departments will be responsible to
note the complaints on the prescribed form available in
the form of complaint book (format attached as
Annexure "A”) and will issue the acknowledge slip to the
customer for reference. They will be responsible to

forward the complaints to the concerned depantment.



b)

V- 3/

Complaints received through Telephune calls
on help line 119 -

CRD deptt: will be responsiblé to arranige round the
clock service on help Ime 11‘«? at teiephone complaint
centres established at regmna! headquaﬂers and zonal
offices. Any call received on help line 119 is requtrerd to
be answered within 60 seconds. The officer / staff on

duty will collect the data from the complainant like name

- & address, nature of complaint and the customer

number if available, lodge the same in the complaint
book and will provide the complaint number to the
complaintant for future reference. The concerned staff
member will forward the complaint to the concerned

department.

Written complaints received at CFC through
courier service or in person

Any complaint received through courier service or in
person will be forwarded to the conecerned deptt: for

action by the officer / staff on duty at CFC -_ |
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3.

RESOLUTION MECHANISM:

The officer / staff performing duty at CFC / complaint
centre 119 will be responsible to forward the complaints
to the concerned deptt: on the prescribed advice within

the 15 minutes time for action. Complaints regarding

~ application for new connection, metering and services

will be resolved by the concerned departments as per
procedure and time frame given in the relevant
performance and service standards and SSGC's license
conditions. Complaints regarding safety and gas
leakages will be responded / attended promptly. CRD
deptt: will provide adequate sirength of skilled workers,
vehicles and tools at CFC / complaint centres. In case
of overhead gas leakage, the officer / staff on duty will
issue advice / work order to the concerned fitter /
supervisor on duty and ensure prompt action. In case of
underground leakage, officer / staff on dufy \;vili' arrange

site visit through the emergency team, comprising of




v- 55

wa—retief and
N will forward the complaint on prescribed advice to the
Distribution Department. If any leakage found in severe
in nature or the staff on duty feels any chance of
mishap, same will be communicated irr_:_llnediately to the .

concerned zonal / sub-zonal manager on phone.

Zonal Managers will be responsible to .establish special
teams for attending the complaints where the welding
jobs are required as per advice issued by the CFC or by
Complaint Centers 119 throughout the Zones promptly
but not later than 24 hours in normal leaks and if any
customer is effected due to leakage, same must be
attended within 06 hours time. After attending, each and
every resolved complaint must be acknowledged
through returning the duplicate copy of the advice duly
filled-in to the concerned CFC / 119 Center for
incorporation of the same in the master complaint book.
At Sub Zonal level, all Sub Zonal Managers will be
responsible to arrange welding teams from Zones and
ensure the resolution of the complaints within the

timeframe given above.




available, the concerned Zonal and Sub-Zonal

Managers will be responsible for establishment of 119
Complaint Centre, provision of staff, tqols, vehicle etc

and ensure the services round the crn'ck:"l‘

Vaid
A
!
e,
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Complaint Resolution Flow Chart

Customer lodges a complaint

complaint is acknowledged at CFC,

sub-zone, Zone and Region {r__
" ¥ S g 45
Complaint is resolved on | Cuslomeris adwsedﬁsanshed
spot or forwarded to a‘b . natel
concerned depariment e : p op v

Concerned depariment
resolves the complaint

_Goncerned department
ccmpletes task

h 4
Resulued complaint is
ackno'hfiedged 1o maintain the

=" record

= Gomplaint closed
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OIL AND GAS REGULATORY AUTHORITY

Complaint Resolution Procedure
Regulations, 2003

Notification No......... J2003. In exercise of the powers conferred by
section 42 of the Oil and Gas Regulatory Authority Ordinance, 2002,
(XVII of 2002), the Qil and Gas Regulatory Authority, makes the
following regulations, namely:-

1. Short title and commencement. (1) These regulations may be
called the Complaint Resolution Procedure (for Natural Gas, Liquefied
Petroleum Gas (LPG) and Compressed Natural Gas (CNG))
Regulations, 2003.

(2) They shall come into force at once.

2. Definitions. (1) In these regulations unless there is anything
repugnant in the subject or context.-

(2) *“application” means a complaint filed under these
regulations.

(b) “complainant” means any one dealing as a retail
consumer who files an application wunder these
regulations;

[¢) *“dealer” includes an agent, broker, wholesaler and a
person who sells or distributes under an agreement in
writing with a licensee, LPG.

(d) *“Designated Officer” means Authority’s

(i) Executive Director;
(11) Head of Department; or
(iii) An officer appointed by it;

to deal with an application.

[e) “Registrar” means a person designated as such by the
Authority to register and record the receipt of
communications and complaints submitted to the
Authority, and to perform such other duties under these



regulations as may, from time to time, be assigned by the
Authority. -

(f) “complaint resolution | system”™ means a system
established by a licensee and approved by the authority,
to address the complaints;

(2} The words and expressions used but not defined in the
regulation shall have the meaning respectively assigned to them in
the Ordinance.

. 8 Nature of Complaints: - Any person may submit an
application with the Registrar for -

& (a) any act or thing done or omitted to be done by a
| licensee or dealer in violation or alleged violation
of the ordinance, rules, regulations, order of the

Authority or terms and condition of the license;

, (b) non-compliance by the licensee or dealer with
the service standards in the areas including but
l not limited to:

(i) billing;
f I e - (i) - - oonnection and-disconnectiornr of service;
(11i))  metering;
g {iv) undue delay in providing service;
W 2 v) safety practices; or
(vij quantity and quality of natural gas, LPG
or CNG being supplied; or

(c) discriminatory practices of the licensee or dealer.

»

4. Application Requirements. An application may be;

a. in the format specified in the Schedule to these
regulations, in triplicate, with all of the
supporting documents; and

b. on a paper having all necessary particulars of
the complainant and the complaint may be
written in English or Urdu, verified by an
affidavit and with all supporting documents.



c. Submitted within

1. 90 days of the date, complainant failed to
obtained redress from the licensee or
i1. any other périod approved by the Registrar.

Redress from licensee: The Registrar shall not accept an
application unless the complainant has;-

a. sought redress from the licensee pursuant to the
complaint resolution system.
b. failed to obtain the desired redress.

Initial Assessment: (1) the Registrar shall complete his
assessment of the application within ten days of receiving it.

(2)  The Registrar may reject the application if;

(a) it does not meet the requirements of regulation 4;

(b} it concerns matters outside the jurisdiction of the
Authority; or

(c) in the opinion of the Registrar, it does not merit
further consideration.

(3)  If the Registrar; .

(a) rejects the application, he shall notify the
complainant in writing providing reasons for his
rejection; or

(b) accepts the application, he shall;

(1) forward the application to the Designated

Officer for further action; and
(ii)  notify the complainant.

7. Licensee to respond. (1) The Designated Dfﬁcfcr shall forward
a copy of the application to the licensee requiring a response
from the licensee or dealer within;

(a) 15 days of receiving the copy of the a;_:plication; or
(b)  any other period specified by the Designated Officer
provided that such other period is not less than the

period set out in (a) above.



(2) The response from the licensee shall be comprehensive
stating the licensee's position in relation to the complaint
and to the extent the licensee’s position warrants, may
includematters set out in (a) to (e) below;

oSk

)

(a) actions taken in addressing the complaint;

(b}  reasons for its actions and lack of satisfaction by the
complainant;

(c) any proposed remedy;

(d) implementation plan;

{e)  any other factor relevant to the application.

8. Complaint Resolution:- (1) The Designated Officer prior to
reaching his decision;

(a) shall take into consideration the response of the

licensee and
(b) may take other reasonable steps to deal with the
application including;

o

(i) arrange a meeting between the complainant and
the licensee;

(ii) inspect any site; or

(iii) require additional information or any record

relevant to the complaint, from the licensee or
the complainant.

(2) The Designated Officer upon conclusion of his actions
under clause (a} or (b) of subsection (1), shall notify
the complainant and the licensee in writing of his
decision.

il Mg M dud W eaw o0 o

Appeal: - If the complainant or the licensee is not satisfied
with the decision under these regulations, within thirty days
of the decision, either party may appeal against the decision
to the Authority pursuant to section 12 of the Ordinance.
The memorandum of appeal shall be filed along with fee
prescribed in the rules.
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OGRA Complaint Form

e, DR

e Sphedule

. ' Complaint before
'- l Oil and Gas Regulatory Authority
' l For Authority’s Use Only
i P
l H; Complainant ' Licensee/Dealer
| L
| 8 PLEASE PRINT
: ’ (1) Information about Complainant:
' Name: =
.. ] Address:
] City: Province:
Home Telephone: Area Code| ) =
I ! Office Telephone: Area Code| )
| 1 Email:
. (2)  Person/company (Licensee, dealer) against whom complaint filed:
b
-
| 1 (3) What is the Complaint {describe problem):
f‘
I g o
- +
] i '
4 S



(4)

Has complainant tried to resolve the complaint directly with the

Licensee:

(S)

(©)
court)

(7)

- —————
e —————
— e —

If yes, explain steps taken and results:___

What remedy/reliel being sought from?

OGRA:-~ ' —

—_—

Licensee: -

Has complainant filed this complaint with any other body? (e.g.

(D

If yes, provide details about the body and copy of documents
submitted to the body:

Any other information;




(8) Have copies of all relevant documents been attached?

O,

- If yes, itemize the list:

gy

Signature of
Complainant

<

Date

For Registrar's Use Only

Date Received: File#

Date Resolved:;

Comments:

<
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ANNEXURE-“E”

GAS SUPPLY DISCONNECTION / RECONNECTION AND
RECOVERY POLICY

In pursuance to SSGC’s license Condition No. 42, the
Company submitted to the Authority, a detailed policy and

L

procedure for disconnection and restoration of supply of

Natural Gas. (Annexure-“E”)




SUI SOUTHERN GAS COMPANY LIMITED

GAS SUPPLY
DISCONNECTION /RECONNECTION

AND
RECOVERY POLICY




4.1

411

41.2

41.3

414

415

DISCONNECTION 22

The Company will disconnect gas supply of a Consumer /Premises for the purposes of :

a) recovery of dues in default

b) stop pilferage of gas

<) stop un-authorized use of gas or any other irregularity

d) stop violation of terms & conditions of Gas Supply Contract

e) El;’tﬂ ﬁan un-lawful act or to secure safety of Consumer/General
ueic

f) stop from creating a third party liability by any Consumer /
Unauthorized extensions to another user.

DEFAULT OF GAS BILLS

The Ccmpanﬁ' will disconnect gas suEFly of a Consumer in default of payment of
regular gas bills or installment of gas bill or any amount of gas supply deposit ete. The
Consumer may be reconnected on payment of amount in detault, reconnection charges
;Td an qc:ther applicable charges within one working day / 24 hrs. as mentioned in
clause 4.:

The Company may adopt following disconnection criteria:

(a) Domestic: Default of five consecutive gas bills and
amount in default Rs. 1500/~ or more.
(b) Commercial: Default of three consecutive gas bills OR amount
o in default no* sz azed-by Gas Supply Deposit
(GSD).
(©) Industrial: Amount in default not secured by Gas Supply

Deposit (GSD) irrespective of the number of
months in default.

(d) Installment: Default in payment of installment obtained from
the Company. ,
DEFAULT OF GSD

The Compang may disconnect gas supply of a Consumer who is in default in payment
of GSD or Additional Gas Supply Deposit (GSD) or installment of G5D on the expiry of
notice period or the period allowed for payment.

THEFT / PILFERAGE

The Company will disconnect the gas supply of a Consumer involved in or suspected to
be involved in the theft/ pilferage of Natural Gas in accordance with, as contained in the
clause # 1 of "Policy and Procedure for the Control of Theft of Natural Gas, other
Irregularities and Recovery etc”.

UN-AUTHORIZED USE OF GAS / TARIFF

The Company will disconnect the gas supply of a Consumer involved in or suspected to
be involved in use of gas for any purpose other than contracted for in accordance with
the terms & conditions of Gas Supply Contract {GSC) and as contained in the clause # 2
of "Policy and Procedure for the Control of Theft of Natural Gas, other Irregularities and
Recovery e*~.”

—



R

4.1.6

4.1.7

418

41.9

41.10

4.2

421

UN-AUTHORIZED INCREASE IN PRESSURE/LOAD

The Company will disconnect the gas supply of a Consumer involved in or suspected to -
be involved in use of gas at a pressure/load higher than the Fressuref load sanctioned

bé the Company in accordance with the terms & conditions of the Gas Sup lé Contract
{nSC} and the "Policy and Procedure for the Control of Theft of Natur. as, other
egularities and Recovery etc”.

UN-AUTHORIZED EXTENSIONS WITHIN PREMISES

The Company will disconnect the gas supplli‘f a Consumer involved in or suspected to
be involved in un-authorized extensions within the premises other than contracted for in
accordance with the terms & conditions of the Gas 51:{) ly Contract (GSC) and the
"Policy and Procedure for the Control of Theft of Natura %as, other Irregularities and
Recovery etc”. The Company may give a reasonable notice to the Consumer prior to
disconnection through mail, if it deems appropriate.

UN-AUTHORIZED EXTENSIONS TO A PREMISES

The Company will disconnect the gas supply of a Consumer involved in or suspected to
be involved in un-authorized extension to a premises other than contracted for in
accordance with the terms & conditions of the Gas Supply Contract (G5C) and the
"Policy and Procedure for the control of Theft of Natural Gas , other Irregularities and
Recovery etc." .

VIOLATION OF TERMS & CONDITIONS OF GSC

The Company will disconnect the gas supply of a Consumer if the Consumer violates
any term or condition of the Gas Supply Contract (GSC). The Company may ﬁive a
reasonable notice to the Consumer prior to disconnection through , if it deems
appropriate.

ON CONSUMER REQUEST

The Company will disconnect the gas supply of a Consumer if the Consumer requests in
writing for disconnection:

a) ontemporary / seasonal basis,
b)  permanent basis,

upon clearance of dues / arrears upto the date of final billing of Consumer
account.

MODE OF DISCONNECTION

Disconnection unless for tampering with meter or theft of gas or by any other means
may be carried out in two stages:

a)  Meter / Service locking through special locks / Meter Removal
b)  Service Killing.



4

i) If Consumer does not approach the Company for reconnection of

4.2.2

4.2.3

4.3

4.3.1

Bm:rg]yand'—a—reasonable time is lapsed and service line
may killed and all Company installations will be
removed if the Consumer does not approach the
Company for reconnection within 180 days for domestic

Consumers, 60'days for Commercial Consumers, and 30 days
for Industrial Consumers.

ii) The company in its sole discretion / judgment will use any of the
above noted modes of disconnection to meet with the
objectives of disconnection as defined in 4.1.

The Company will kill the gas supply of the Consumer and remove
all installations of the Company from the premises without any
notice, if the Consumer is found involved in tampering of meter or
pilferage of gas and or is involved in pilferage of gas by any other
means.

The disconnection will be conducted under appropriate supervision,
the disconnection team will bear the Company ID cards and will
identify themselves on demand. The disconnection advice may be
shown to the Consumer and team will ask for a copy of paid bill from
the Consumer, if the same has already been paidp gy e Consumer.
Industrial and high pressures Commercial Consumers’ disconnection
may be carried out by reducing the supply pressure where required.

RECONNECTION

(@) The Company will restore the éas supply of the domestic
and low pressure Commercial Consumer within 24 hours,
provided that the time gap between disconnection and
reconnection is not more than one year after clearance of:

i) the amount in default (full or part payment as allowed by
the Company as per approved Installments Policy),

i1} reconnection fee,

iii) differential of GSD, if any,

iv) access to the premises is available,
v) service line has not been killed.
vi) Final bill has not been raised.

(b) If the time period between disconnection and reconnection is
meore than one year the will re-survey the house

SIiat




4.3.2

4.3.3

434

44

441

[ il

o5 gas supply may

‘be restored on clearance of default and appcable charges and subject to a

fe-survey of the houseline / intermediate pressure lines and connected
oad etc.

The Company will charge reconnection fee for every disconnection. The
reconnection fee may be changed with the approval of the Authority.
Presently the rates are as under:

i)  Domestic Rs. 200
il) Commercial Rs. 500
iii) Industrial Rs. 1000

The Company will recover the following charges for different categories of
Consumers as approved by the Authority from time to time:

i)  Service line restoration charges
if) Inspection fee
iii) Service valve, regulator, meter cost etc,, if applicable

The Company will update the gas supply deposit of a Consumer with the
differential amount at time of reconnection as per terms of Gas Supply
Contract, The Consumer will be required to pay the additional gas supply
deposit for reconnection, if due.

Restoration of gas supply of Consumers found involved in theft,
tampering or any other irregularity will not be in the ordinary course of
reconnection process. These cases will be dealt with in accordance with
clause 10 of the Policy & Procedure over Control of Theft of Natural Gas,
other Irregularities and Recovery etc. _

RECOVERY OF OUTSTANDING GAS BILLS / AMOUNT IN DEFAULT

The Company will recover amount in default of gas bills through various
methods. Disconnection of gas supply will be one of such method which
will be used as a threat to enhance Tecovery. Prior to disconnection the
Company will notify Consumer in default through following messages
printed on gas bill:

Colour of Bill Printed Message

i) 1% default (last bill) Blue “Reminder”

ii) 2" consecutive default Blue “Warning”

iii) 3 consecutive default Red “Disconnection Notice”

iv) 4% consecutive default Red “Your gas supply is already on

disconnection




4.43 The Company will serve a separate “Final Notice” in Red Colour in
Urdu/English language to such Consumers who do not turn up for
gayment espite issuance of disconnection notice as stated in 4.4.1. The
onsumer will be warned to ]ﬁaﬁ outstanding gas bill dues immediately
otherwise the gas supply will be disconnected any time without any
further notice. The Company may offer a period -of 10 days for payment
upon serving of final notice. Notices servecf) through messages on gas bills
will be deemed as notices served / serviced.

444 The Company will serve a separate “ Reminder Notice” in Urdu/English
language to Consumers who do not turn up after making payment of 1°¢
installment or have not made any payment since. The Consumer will be
warned to pay outstandin%} as bill dues/installment immediately

otherwise the gas supply will be disconnected any time without any
further notice.

4.4.5 The Company may appoint Recovery Contractors to outsource recovery of
outstanding dues from chronic defaulters.

4.4.6 The Company may use electronic and print media to run recovery
campaigns throughout in a systematic or random manner. Such campaigns
will be aimed to inform, motivate and persuade defaulters of gas bills for
payment of outstanding dues. The campaign launched through any media

will also be deemed as a service of notice given to the defaulting
Consumers.

447 The Compan% may depute dedicated Recovery Officers and Field Staff at
all Regional/Zonal/Sub-Zonal offices to visit the defaulters / premises for -
clearance of dues / recovery.

4.5 REFUND OF GAS SUPPLY DEPOSIT

The Company will refund balance of advance/gas suppl]g deposit after
adjusting all "amounts due against the Consumer after final billing of
Consumer’s account on the written request of the Consumer for
disconnection of gas supply or for close of the account by the Company
due to default.

451 GSD will be refunded within 30 days from the date of final billing of
Consumer’s account.

452 In case of temporary/seasonal disconnection the GSD will not be
refunded.

4.5.3 _ The GSD will be refunded to the re%st::ﬁdncti-gsté?gpggvp?juééi;g rfc{
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4.6

4.6.1

4.6.2

4.6.3

4.6.4

4.7

METER MISSING (METER NOT AT SITE)

~— —The Company will deal with all such cases where meter is found niissing

from the Consumer’s premises as per its approved policy stated below,
due to:

‘a) demolished building/ premises,

b) conversion of plot/premises,
c) theft of meter,
d) meter suspected to be under Consumer’s possession.

In case of meter missing from the Consumer’s premises the Consumer
record will be kept alive on database and billing will be made on
provisional basis.

The service line of the Consumer will be killed if meter is found missing
for considerable time due to reasons mentioned above in 4.6 in such cases
where the service line is outside the premises or access to the premises is
available. The action will be aimed at to prevent misuse of gas and or to
secure safety purposes. Upon service killing the Consumer account will be

finally billed.

The Company will restore gas supply of such Consumers whose meters
are missing upon clearance of all dues, reconnection fee, cost of meter and
service line charges. The Consumer will be required to submit a written

restoration request alongwith copy of FIR lodged with area Police Station
for the missing meter.

The Company may write-off the amount in default after making
reasonable efforts for its recovery as per approved Provisioning/Write-off
policy of the Company.

REGULARIZATION OF UN-ACCOUNTED FOR CONSUMERS

The Company will regularize the gas connection of a Consumer, provided
by the Company, not being billed due to:

a) Missing commissioning record,

b) Loss of data, - R

c) Final billing.

The. Cqm_pan}l may bﬂl the Consume* ~n the basis of ronne:ted load or

- .., _supp]_'ﬂ{-,— .




~ NATURAL GAS
ALLOCATION AND MANAGEMENT
POLICY, 2005 =+ ﬁl

GOVERNMENT OF PAKISTAN
Ministry of Petroleum & Natural Resuurces




INTRODUCTION

Pakistan has limited natural gas deposits. At present, recoverable natural gas reserves in
Pakistan are 32 Trillion Cubic Feet (TCF) and Reserve to Production (R/P) ratio based on
current production of 3.7 Billion Cubic Feet per Day (BCFD) is 23 years. One of the
significant developments in local gas market is the increase of natural gas share in primary
energy supply mix from about 40% in 1999-2000 to over 52% in 2004-05 in about five
years. If the demand/supply trend of past five years is maintained, the R/P ratio reduces
significantly necessitating urgent need to increase natural gas supply. The Government of
Pakistan has accordingly placed the highest priority to (a) enhance indigenous natural gas
supplies through intensified exploration efforts, and (b) import natural gas through pipeline
from neighbouring countries as well as LNG.

While the Federal Government is making concerted efforts to enhance natural gas supplies
to meet growing demand, it is extremely important to establish a natural gas allocation and
management plan to promote efficacious utilization of precious depleting natural resource
particularly given the dominant role of natural gas in domestic energy landscape. Therefore,

the Federal Government has set out these policy guidelines for the purpose in the paragraphs
that follow.

CURRENT POSITOIN

2.1  CONSUMERS® MIX

As on 30™ June 2005, natural gas is being supplied to various categories of
consumers that are either connected to the pipeline system or independent pipeline
network directly from Exploration and Production (E&P) Companies as per details

given below:

On the SNGPL/SSGC system Percentage load
Domestic Sector 15.6
Commercial Sector 24
Fertilizer Plants 52
Industmal Units 19.4
WAPDA'’s and KESC Power Plants 325
Cement Plants 12
Captive Power Plants 42
CNG 0.5

Sub-Total (4) 81
On independent network Percentage Joad
Fertilizer Plants 8.5
WAPDA's and KESC Power Plants 7.2
Independent Power Plants 33

Sub-Total (B) 19 -

Grand Total (A+B) 100 _—




(a) Domestic and commercial consumers get continuous gas supply;
(b) Fertilizer plants are supplied continuous gas;

(c) Gas supply to industries having nine month contracts are curtailed or totally
disconnected;

(d) Power plants get gas supply after meeting the requirements of domestic,
commercial, fertilizer and industrial sectors; and

(e}  Cement plants are supplied gas on “as and when available” basis.
3. GAS ALLOCATION CRITERIA

3.1 For provision of new gas connections to consumers from the network system, the
Gas Utility Companies will market gas under the following guidelines:

3.1.1 Gas supply to consumer in the Domestic Sector will be as per yearly target
determined by the Federal Government.

3.1.2  Gas supply to consumers in Commercial Sector will be encouraged.

3.1.3 Gas allocation for the Fertilizer Sector will be made by the Federal
Government keeping in view the domestic needs and gas supply position.

--3.1.4 Gas supply to the consumers in the General Industrial Sector will be based on
s the following critena:

{a) To the citerd afprocess gas_ the gas supply will be made on twelve
months basis; and

(b) Assured gas supply for all other usages will be for nine months basis
and for the remaining period, gas supply will be on the best effort
basis.

3.1.5 Gas supply to all consumers in the Power Scctor other than Captive Power
Sector will be regulated as under:

(a) All those existing consumers in Power Sector who have yet to sign
Gas Sales Agreements (GSAs), will sign GSAs with the respective
Utility Company within six months;

(b)  Assured gas supply to all existing consumer in Power Sectors will be
on nine months basis and for remaining period, gas supply will be on
the best effort basis unless otherwise specified in the GSA; and

(c) For new power generation, only those plants having combined cycle
dual fired power technology will be supplied gas for the contract
period with appropriate safeguards to protect the interest of the gas
supplier and/or the Federal Government against non-availability or
curtailment of gas supplies for events beyond their reasonable control.

3.1.6 Gas supply to all consumers in Captive Power Sector will be made after first
meeting the requirement of Domestic, Fertilizer, Commercial, Indust_rial, and

4 A




encouraged for allocation of gas. In order to ensure the optimal gas
use for power generation, industrial units collectively setting up
merchant power plants for self-consumption only will also be
included in this category.

(b)  Gas supply for self-power generation would be on “as and when
available basis™ at different locations.

(c)  The pipeline extension, if required, would be at the cost of the
sponsor of the industmal unit.

3.1.7 Supply of gas to Service Industry for captive power generation will be
subject to the following:

(a)  The sponsor makes an investment of over Rs. 500 million; and
(b)  The gas load does not exceed 1 MMCFD.

3.1.8 Gas supply to CNG Sector will be continued as per existing arrangement.
3.1.9 Cement Sector will receive gas supply on “as and when available basis”.
3.1.10 Gas supply to any special project of strategic nature will be given priority.

32  Gas supply from independent network will be made to Fertilizer Sector and Power
Sector as allocated by the Government or any special project of strategic nature with
the approval of the Federal Government.

3.3 For any p;r«:}jeci other than an IPP, requiring gas load in excess of 10 MMCFD, the
allocation will be made subject to the following:

(a) The project sponsor shall make payment of commitment fee to the Federal
Government on monthly basis as per the following formula till the GSA is
initialed by the contracting parties and submitted to OGRA for approval. In
case the initialed GSA is not submitted to OGRA for approval within 24
months from the issuance of the allocation letter, the allocation will
automatically stand expired:-

Monthly Payment = Allocated daily quantity in MMBtu
X
Rs. 30 (US $0.5) /MMBtu.

The first monthly payment of the commitment fee will be made within 30
days after issuance of the allocation letter.

(b) If the project sponsor fails to make the above payment(s) within a maximum
of 30 days after it becomes due, the gas allocation will automatically stand
expired.

(c)  The aforesaid payments will be non-refundable.

3.4  The cost of pipeline and other infrastructure for supplying gas to industrial
consumers will be borne by gas Utility Companies on the basis of a transparent and
' i ' | zppsoved v the respective Board




'PROPOSED LOAD MANAGEMENT POLICY

To ensure optimal utilization of natural gas for the best socio-economic development of the
country, the merit gas dispatch order outlined in sub-sections below will be observed during
high demand and/or short supply periods.

4.1 For the consumers connected to the system, following prionity order will be observed
by Gas Utility Companies:

S.Ne | Category of Consumers Priority Order
1 Domestic and Commercial Sectors. First
2 i) Fertilizer Sector; and Second
i1) Industrial Sector to the extent of their process gas.
3 Independent Power Plants as well as WAPDA and Third
KESC’s Power Plants having firm gas supply commitment
under GSAs.
4 General Industrial and CNG Sectors. Fourth
5 i) WAPDA’s and KESC Power Plants other than those Fifth
listed against 8.No. 3 above.
i1) Captive Power Sector.
6 Cement Sector. Sixth ]
4.2 - For the consumers on independent network, gas supply will be made in the following
- priornity order:
\_S.NO Category of Consumers Priority Order
1 Fertilizer Plants; First

2 Power Sector including WAPDA, KESC and IPPs having | Second
firm gas supply commitment under GSAs.

3 Power Sector other than those listed against S.No. 2 Third
above. |
AUGMENTING GAS SUPPLIES
5.1  The Federal Government will continue to make efforts to increase gas supplies from
indigenous sources.

52  To meet ever-growing demand of natural gas, the Federal Government will fast track
gas import plans. Imported LNG will be utilized to enhance gas supply to southem
market and any resultant surplus gas will be diverted to northern market.

NETWORK EXTENSION

6.1 It is the endeavor of the Federal Government to facilitate augmentation of natural
gas network for the best socio-economic development of the country.

62  For supply of gas to those economically backward areas, which do not meet cost
criteria determined by the Federal Government for supply of gas, the Federal and/or
Provincial Government(s) will make available the resources to the extent of the




6.3 .

All Khushhal Pakistan Schemes and other schemes of similar nature for upliftment

of underdeveloped areas will be exempted from PC-1 requirement as per existing
arrangement.

OTHER MEASURES

7.1

72

For expeditious lifting of gas from new fields to meet urgent needs of domestic
market, the Utility Companies will be allowed to construct, operate and own the gas
pipeline connecting such fields to the transmission system subject to approval of the
Federal Government.

In order to facilitate early gas supphes to market, OGRA will clear within 30 days all
GSAs submitted by licensees for approval.

IMPLEMENTATION OF POLICY

A committee to be notified by the Federal Government will review/oversee the allocation
and management policy set forth in this document on regular basis.

APPLICABILITY AND EFFECT OF THE POLICY

2.1

92

9.3

This policy will come in force with immediate effect and will apply to all consumers
connected on natural gas network or independent network.

This policy supersedes all previous instructions, directives, orders and policies
1ss5ued by the Federal Government from time to time in respect of the matters
specifically covered in this policy.

OGRA will amend its rules and regulations as well as licence terms of 1ts licencees
where necessary, to give effect to this policy.




Sui Southern Gas Company
Limited

1199
Call Centre




119 Call Centre

Objective

To receive customer complaints on phone in a polite and
courteous manner, including response/reply to customer
queries/questions, round the clock. To ensure complaints

are resolved within the prescribed time frame.

Working Procedures

1 Receive and register customer complaints in the call

center, through phone, letter, e-mail and fax with

courtesy and smile.

Obtain customer’s A/c. No. and feed into computer.

Confirm the address / telephone No. from the

customers.

Note down / register customer’'s query / complaint.

Intimate the complaint No. to the customer for future

reference.

6 Feed relevant code in computer, print call form and
hand over to the Duty Officer and area incharge.

7 Ensure the complaint is attended at the earliest/within
time frame.

8 Respond to various queries of the customers.

W N
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Complaints without Alc. No.

1 Note name, address, nearest prominent place and
o - R e i
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Industrial complaints.

—h

Receive and register complaints on 119 and on
dedicated phoneline for industrial complaints.

Prepare complaint forms.

Get two prints of complaints.

Hand it over to the concerned officer.

Feed in computer and note in register for record.
Forward daily report to SGM(T&D)/SGM(CS)/SGM(ES)
Reconcile

N WN

Complaints for other departments.

1 Hand over the complaints to concerned zonal incharge
for action.

2 Maintain record of these complaints manually / on
computer.

In case of queries from the customers.

1 In case of any query, obtain complaint No. / Account
No./ Meter No.

2 Check for the action taken on the complaint.

3 Inform the customer about the actions taken.

4 If the customer is not satisfied connect the telephone

line to incharge area complaint for resolution of

ComplasEancesiotescatsfactionr——=
e e ¥ e



Address not found.

1 In case address is not found, ask customer for nearest
land mark and re-visit.
2 Confirm to the customer new complaints No.

House found Locked.

1 In case the house is found locked, make a new call and

set an appointment on phone with the customer and

ensure call is attended.




Customer Relations Department
Flowchart
1195Call Centre

4

[ Receive complaint on phone, through letter e-mail, fax.

Print complaint / work order.

4

—

Sort out complaints area and nature wise.

¥

l—__—1

Dispatch service team.

+

b

Hand over emergency call to D/O & keep record.

¥

Hand over complaints to concerned Area incharges.

¢

Hand over industrial complaints to concerned office for
passing to measurement department, keep record.

+

Keep daily weekly and monthly data by summary and hand
over to concerned officer for record.
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Gas beaters should be used with great care.
Your safety is in your own hands.

P> Alwzays place the heater at an appropriate distance from the bed.
P> Use good quality heater & fittings, and ensure proper exhaust connection

P> Do not use rubber pipes as they are unsafe. Always install steel pipes
with your gas heater.

P> Keep a window open while the heater is on. Using heater in a closed
room can cause suffocation and death.

» Turn off the heater and gas valve before going to sleep.

27
SSGC Sul Southern Gas Company Limited S H

WA, ESOC_ Corm. Dk Fueling Nationul Progress _ﬂ

A little caution can lead to a safer life.




N Adlttle negligence.. 3 ot of damage!

Using an open siove W Keep your room waim in winler is dangerous
and puts your life ar prear risk. For the safety of vour home, do wilke
cvory cive while using any gas apphance.

P Do 1ol use a slove to kesp vour roor warm. 11 can cause a lire (o srugpl
ad daunage your hotmne.

P Using a stove in an aitight coom depletes the oxygea level and can -
cause sullpcation.

P If o bumting stove gocs off at wight and the gas keeps flowing, iccan |
Tead to a serious accident or damage as well,
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New SSGC Field Service Vans
- NOW af youf: st arvicei

Our fleet of new, custom-designed, fibre body,
fuel-efficient, environment-friendly CNG vans
add sirength to the SSGC Fleki Service Teams,
and enable them o provide even betiter "Service
with a Smila”.

Equipped with the necessary tools and trained, :

techn c Field Service Vans

madv?:ﬂpor? wr:: Customer Service gﬂf Rapld Response
or Emergency, round the clock. Hound the Clock

Call 119 for Faster Response and
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Sui Southern Gas Company (SSGC} has taken
serious notice that in several opartment buildings,
disconnecied customers are obiaining
unauthorized gas supply from common house-
lines or from neighbours, through rubber pipes.
This not only amounts to gas theft, but is also
extremely hazardous.

SSGC coutions all persons engoged in extending,
obtaining or accepting such unouthorized gas
supply. The Committees and Associations of
apartment buildings, who ore responsible for
maintenance of such property, are also advised
to ensure thot the residents/occupants desist from
such octivities.

SSGC is octively pursuing this motter ond reserves
the right to disconnect gas supply of the
entire building, where such illegal practice is
detected, and initiote odministrotive/legol oction
agoinst those responsible.

At SSGC we are committed to delivering “Service
with o Smile” to our valued customers, along
with safe, relioble and uninterrupted supply of
gas. And we seek our customers’ cooperafion o
be able to continue 1o do so in future.

®

SSGC

SUI SOUTHERN GAS COMPANY LTD.
Fuelling National Progress
wWwwW_sspc.com.pk
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Unnuthoriz

It has come to the Company’s notice thot certain unauthorized persons
are approaching SSGC’s valued customers on the pretext of providing
various services, such as:

e Checking and adjusting gas meters to reduce the gas bill;
e By-passing the meter to record minimal consumption of gas; or
e Providing unauthorized pipeline extensions

The objective of such unscrupulous persons is to involve unsuspecting
customers in the theft of gos, through illegal and fraudulent means,

-_reducing gas bills and eventually resulting in losses to them as well as to
SSGC.

The Company wishes to inform its valued customers that no person is
authorized fo provide any service unless he is in possession of SSGC’s
Identity Card and Work Order for a specific job.

Customers are requested to ask for proper identification before allowing
any service person to enter their premises or to do any work on their gaos
meter or associated gas pipelines. Customers ore clso advised not to
maoke ony cosh poyment to such persons, as oll poyments for services or
oguinst gos bills should be made directly to SSGC at any Customer

Facilitotion Cenire (CFC) or a bank, post office, through ATM or the
Internet.

We are confident that customers would cooperate with SSGC in this matter
and assist the Company in controlling ond eliminating illegal use of gas,

which is a notional asset and must be conserved for the benefit of the
natfion.

SSGC is committed to fulfill its obli?uﬁcn of “Fuelling National Progress”
and providing quality services to all its customers ‘with a smile’.

For further informolion ond ossistance,
please call SSGC on Tel. 9231272 or 119.

SS!}C SUI SOUTHERN GAS COMPANY LTD.
Fuelling National Progress

WWW.ISEC com.pk

PEMiQ1525 Manhatian Loo Burmell




Your gas mnsumphon increases several imes

@ This leads 1o a change in gos rotes

o Your gas bill increases by 20 to 25 times whers the

dimate is extreme and neor freezing point

Call
Helpline 119
for further
information

- 1 Stove

& Hours

Doily Usoge | Monihly Bill

Rs. 220

& Hours

Daily Usoge Mnnthlyﬂ\

Rs. 220

| Total Monthly Bill ||

Rs. 720

Daily Usoge
12 Hours

Monthly Bill
Rs. 3,000

Daily Usoge

Monthly Bill

10 Hours | Rs. 2,260

Essmated comparison of gas bill during summer oned wineet

$sGC Sui Southern Gas Company Ltd.

Fuelling National Progress
www.ssge.com.pk

@ MmhdeMmHmw Iumnﬁkm Heater before
going to bed or when leaving the room

e (heck gas oppliances in your home for proper operation -
ond ensure there ors no leoks in your housaline




Payment of gas bills on time, s the

responsibiity of every customer. Non-
payment of bils affects the smooth
operation of the company, and could
result in disconnection of supply of
gas.

As a model gas vlikty, Sui Southem
Gas Company is committed to

Customers are requastsed to
cooperate with us by paying bills on
time so that we can also continue 1o
maintain the highest standards of
service.

SSGC

SUI SOUTHERN GAS COMPANY LTD.
Fuelling National Progress

e asge. compl
hn-n Loo Barmeit PID{HC2 445
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“Compersation Procedure”

ANNEXURE-“A™

COMPENSATION PROCEDURE

The antached Annexure-“A™ is procedure to deal with the mater
| of compensation. The Basic objective of formulating this
procedure is determination and payment of compensation 1o
claimant adversely affected by the regulzied activities of the

] licensee.

Page 1 of 8
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“Campensation Procedure™

PROCEDURE TO DEAL WITH THE MATTEROF - ———————

COMPENSATION

1. Objective:

Basic objective of formulating this procedure is determination and payment of
compensation to claimant adversely affected by the regulated activities of the
licensee.

2. Definitions:

21 “Authority” means the Oil and Gas Regulatory Authority established
under section 3 of (il and Gas Regulatory Authority Drdinance 2002,

2.2 “Licensee™ means Sui Northern Gas Company (SNGPL) and Sui Southern
Gas Company (SSGCL) having license(s) under Oil and Gas Regulatory
Authority Ordinance 2002 and rules specified for the purpose thereto for
carrving out Transmission, Distribution and Sale of Natural Gas achvities in
.their respective authorized areas.

2.3 “Regulated Activities” means the regulated activities of Transmission,
Distribution and Sale of Natural Gas as defined in the licence issued to the
licensee{s) under Oil and Gas Regulatory Authonty Ordinance 2002

2 4 "Claimant” means the person registered with licensee (including his legal
heirs) as gas consumer under whose name connection has been installed and
regular bills are issued for specific premises, claiming compensation under
the provisions of these procedure being adversely affected by the regulated
activities of the licensee,

2.5 “Adversely affected” means and include loss of life, physical injury and
loss of property.

2.6 “NIC” means National Insurance Company Limited.

3. Scope:

3.1 This procedure provides parameters to the Licensee for Assessment and
FPayment of compensation to:

3.1.1 All registered consumers of the Licenses;

Pape 3of B






. “Compensatiwn Procedure”™

3.2 A registered consumer can claim compensation i,

321 He / She is adversely affected due to:

3.2.1.1 negligence of licensee during construction, maintenance
| and operational activities of Transmission and Distribution
' pipeling; and

3.21.2 gas escapes, fires, and other hazardous situation from
i licensee’s network, due to negligence of the licensee; and

322 Claimant has proof of licensee’s negligence; and

3.23 Reasonable care has been carried out by the claimant but he/she
is affected; and

3.24 Circumstances are not beyond the control of the licensee.

3.3 The hicensee shall be not responsible for any compensatory damage if the
claimant:

3.3 The Licensee shall not be responsible for any compensatory damagy if the
claimant is adversely affecied due to leakage in its internal houseline.

332 hasunauthorized gas connection; or
333 acts in disregard of normal safety precautions; or
3134 isclaiming the compensation of collateral damages; or

335 is adversely affected due to gas escapes, fires or other hazardous
situations from licensees network resulting from an act of
terrorism or sabotage; or

33.6 is adversely affected due to damage or interference in the gas
pipeline network by any person / agency other than authorized
person of licensee(s).

3.4 Licensee’s Liability for Claim and Payment thereof under this procedure
shall be limited to the extent of coverage available under the "Public
Liability Policy” obtained by the Licensee from NIC.

3.5 Exceptions mentioned in the Public Liability Policy of Licensee shall also
apply to the claims under this procedure as well.
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“Compensation Procedure”

4. Procedure to claim compensation and payment
thereof;

4.1 The claimant shall file his/her application of claim with the licensee, as
per format at Annexure-1, within 10 days from the date when he/she was
adversely affected within the meaning mentioned in clanse 3.2 above,

4.2 Concerned Regional Head/Location Incharee /

inf‘m_m within 15 days regarding the incidence and parﬁi:ﬂlar
Section (Finance / Accounts) Depaniment.

GM will be respansible to
s of the claim 10 Insurance

4.3 Process for the Claim of Insurance Policies;

43.1 On receiving report of damage or loss, Insurance Section shall
enler the loss in insurance register and allot a file number; this
file number is to be the reference number of that claim for
Farther process.

432 Within 5 working days of receiving the report of damage or loss. a formal
notice of claim shall be served upon NICnsurers.

133 Insurance Section of Finance / Accounts Departnent will make
liaison with the surveyors appointed by Insurance Company
and arrangements are to be made to take him to the place of
survey in consultation and co-ordination with the concerned
department.

434 After completion of survey, Finance / Accounts department will
co-ordinate with concerned department to provide documents
requested by the surveyor. Concerned department will arrange
the requisite documents for onward snbmission to surveyor /
MIC. Documents generally required for claim are listed below:

4341 Claim Form: This form is completed and signed by
concerned department and forwarded to Finance
department for onward submission to the surveyors
and insurers.

4.3.4.2 Copy of FIR where required.

4343 Statement of loss,
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““Compensation Procedurs™

435

4.3.6

43.7

43.8

ua
fad
¥a]

4310

43.11

4.3.4.4 Departmental Enquiry Report.
43.4.5 Details of repair works.

43.4.6 Documents in support of expenses incurred such as cash
| memag, receipts etc

4.3.4.7 Any other document as required by surveyors/ insurers.

Provision of Documents with particular reference to the nature
and extent of loss of the claimant and its justifications thereof
shall be the responsibility of the claimant. However other
documents related to the licensee shall be prepared and
arranged by concerned department, and provided to Finance
deparl:n-ren't for onward submission to the surveyors/ insurer.

Documents will be prepared in duplicate sets one each for the
surveyors and the insurers.

After completion of his findings the survevors shall submit a
survey report to NIC in which he reports the total claim amount
assessed.

When Insurer / NIC Receives survey report and is satisfied with
the report than it shall issue a loss voucher (A loss voucher is
total amount of claim accepted by NiC).

Upon receipt of loss voucher finance department will send the
loss voucher to the concerned department for obtaining
acceptance from the claimant.

After receiving duly accepted loss voucher NIC will issue
cheque; to be submitted to Treasury Secton of Finance
Department.

Finally Finance / Accounts department will issue the cheque
against the loss to the claimant that will be delivered to
concerned department for onward submission to the respective
claimant.

4312 Concerned department will deliver the cheque to the claimant

after receiving written acknowledgment alongwith an
undertaking that the claimant shall thereafter not claim any
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“Compensation Proceduwe™

compensation from any forum duly signed by two executives of
the concerned department as witness,

4313 The assessment of loss and compensation by NIC will be final
against the claim the Licensee shall not be responsible for any
amount claimmed by the claimant in addition to the claim
assessed by the NIC.

4.4 In the event if NIC rejects a claim due to time barred on account of
delayed submission of documents by the Licensee he/ she may appeal,
within 30 days of the rejection of the claim to the licensee. The appeal of
the claimant shall be reviewed by a Review Committee comprising
executives not below Grade VI from Internal Audit, Finance, Legal and
respective concerned department. Incharge of Insurance Section Finance
Department will act as secretary to the committee. The claimant shall have
the right to be present before Review Comunittee for presentation of
his/her case.

45 However Review Committee will not entertain such request wherein NIC
has already accepted the claim and assessed the value of the cleim or
rejected the claim on grounds other than referred under paragraph 44
zbove.

5. Dispute Resolution;

All the disputes between licensee and claimant shall be resolved in
sccordance with Complaint Resolution Procedure Regulations 2003
approved by the Authority however Licensee’s liability towards the
claimant remained within claim assessed by NIC.
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Anner-A
CLAIM FORM
Narne of the Complainamt = oiviicioiiirin s e s rra s i s s e n b eman s
Consamer Reference HO. i i ers i s e armberann e e
{Attached evidence of last gas bill paid)
Fathers Mamie: 00 eerasssesscers s Sieae fer e s dmed s nmn s bn s ma e g S A &
L iy R EUpgs: (K SO . [copy erclosed)
Telephone No. Tandline ot Cell e o i
Date of incident SRR L NN, PRI 5, 11 721 4,1 S P -
FIREeE Dl 0000 ot R I B e s i e i S s b
Natwe of Incident 000 eiescrieeeceriescarersesaass e it A s s er et e
DETAILS OF LOSS
{4y LOSSOFLIFE 7 TN SR e
KAME AGE CNICNCO. EXPIRY DATE REASON OF EXTIRY
(8)  INJUREDLIST > S
NAME AGE CRICNO.
) LOSS OF FROPERTY
Address Ao s v s n s o e e R A B A e man ae S
Mature of Loss Bt L S SRR S SMSEREE T T
Approximate amount received d : :_ i -_b:,“., .__,
involved Remarks, if any
(o AMOUNT CLAIM L L W Bt - o e
Dated: {SINGATURE)
[CLAIMANT)

Mote Incase of a casualty, the applicant must be bonafide legal heir of the deceased,
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