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§ R.O. 867(1)75“03.—-111 exermse ‘of the pov«i'}:ers3 36n¥e}¥éd:by section 42
of the Oil and Gas Regulatyry éuthqr,lty Ordinance, 2002, (XVII of 2002) the Oil
and Gas ﬁegulatory Autl;omy, T 'akes the foﬁo ng i‘egulatlons, namely —

L Short tltlp and con;m(encemenl; -—gl) Thc§e regyl gmns may be
called the Coniplaint Resolution Procedure [for Natiral Gas, f,lque ed Pet;o]curq
Gas (LPG) and Compressed Natural Gas (CNG)] Regulations, 20073! ’ S
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2. Definitions.—(1) In thege regulatlons unless there is anythmg
repugnant in the subject or context,eﬂ% TN .

“complainant’’ means agy apedealing as a retail consumer who files
an application und;x,th?e f?g*"ﬂ%"f}i?w .

(c) “dealer” inclides ‘égeﬁ‘t brﬁi@r‘ wholesaler and a person who
* -sells or distributes LPG under an ﬁgrEemem in writing with a licensee.
EO0 3 m e STH e Sy APGIOR a3 b oW
(d)- “Designated Ofﬂcer' ‘means Authority’s-

LA
(i) Executive Director;

» 13 Syt
RS V) LA O T FL I

(it Head of ﬁepartment or

i) An officer appointed by it;
rrigdsp pith ap gppligatian. .. ., a;;,,,! Ji

(e) “Registrar” neans a persop. des;gpam ch by the Authority to
register an recof( the receipt,of cgmt%unicatlons and complaints
submitted to the uthorlt’y:léﬁa 6 3perform such other duties under

these regulations ag. may,. ff‘??‘} (Qme to time, be assigned by the

Aauthority.

U ORISR AL T L s ket
(H “complaint resolution system” means a $jstem established by a
ligensee and approveq by the authority, tq qggr gath; QP e;unts ;

LE Ty

(2) The words and expresstops used but net def%n?cf in the reguii\b‘on shall.

AP A 2

have the mezmmg respectlvely assigned to them in ' the Ordinance.

3, Nature of épmplaints.-—Any persqn may su}i){pxt an a'pphqaﬁpn with
the Regnstrar for— o S '
BN ageot o L bt o et s hg S o
(a) any act or thing done or oqntted to be done by a hcensee or dealer in
violation or alleged violation of the ordiniance, riles, regulaﬁons order
of the Authority or terms and condition of the license;

(b) non~comphance by the licensee or dealer with the service standards in

the areas including but not limited to
v p A b TR

(1) billing;

9,
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P (@) contiettion'md discortectiol ordEtvice; et
S TE w(m)*x:.x%ge"ﬁw B0k Al onol oo o
(iv) undue delay in providing service; """

EICEE TV AN (2 B Q&feﬁ*])raeﬁces*‘dr ‘. .»wt‘ils;';z”mr b s e

i v a1 Y AfN ..’7,(.,'” ,‘,'E_'_,U
(vi) quantity and quality of natural gas, LPG or CNG bemg supphed
) or sgcte il e g et Nieas

(e) - disctitniniitory prastices 6F the licensée o deilet.
o ‘:{(»a;;,;,
4.  Application Reqnirements.——An apphcanon may be
I3 ! _-: ! Ve . L el .
a. in the format specified in the Schedule to thew regulations, in tnphcate,
e wttb h%fﬂﬁbﬂutfpbmng ‘documétisiind 0F 93§
R H TS T R T L S YR T g TRNRTEEY I S BTN SR PR o T
b. onapaperhaving all necessary particulars of the complaiﬁ’éht and’ t’ﬁe
complaint may be written in English or Urdu, verified by an affidavu

. mdﬂﬂhﬁllswumumeﬁk/mug W pert EL L
EA ’3"3'0.‘ Suﬂﬁli&ed’htﬁin L S T I S P PRt B oV FE R S N T

[ N N
R SR N I ERNEUR SR a2y b sy drhind .

' ~i.  90days of the date, complainant failed to obtained redress from
VT e Mudndy (M Heenbd o * obn w2 N hlu A ocenioGes e (T

sbanty v satfiog b ooy 5o e sagleo CE et 2 G dan s

ii. any othet Periat dpproved by the Régiktiar i+

RN 13 N0 FEUTE S

5. Redress fromi-ificenséé: = Phe Registrar stiafl ot aécept an
apphcatmn unless the Complamant has,

M e ‘.«‘"v‘ R IR LRSI AOwiiel o e @togen, . )

a. sought redress from the licensee pursuant to the complaint resolution

system. R SV TR AR FON G ST A
: " Sy iy {u R T TE T
b. failed to obtain the desired redress/1B!! "k witn
6. Initial Assessméts—(1) Thé-Registrar-skall corhplete his
assessment of the appllcatmn within ten days of recewmg it.
AR I VA L A PR IR A I TP PR BT RO LIS

(2) The Reglstrar may reject the appllcatlon if;,  meeeie e

(a) it dees ot ineet the requitements of régulation'd; ' - -
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(b) it concerns mattgss euiside.the jurisdistion of the Amthority; or
(c) inthe opinion of the Registrar, it does not.megif further consideration.

(3) If the Registrar; . . ;..

[

1 ;‘ v‘,g [EAS J-‘f"’?f"“?iﬁf'ﬁ-‘ I 5

(a) rejects the application, he shall. notify, ﬂmgpmplamant in wrltmg
providing reasons for his rejection; or

s N ¢ e
i!‘ﬂl:n~'-’~ - ?1“*.5’3 :)’r';’ Yoes M{; (it 'fz"JJiri RARIETH FEVIS S A% JQ&“‘-Q:J{}

(b) accepts the application, he shall; Woc
@) {oqwqrd the, application to. the Designated; Officer: for further
action; and
Wi vaer 060e PG G0 medtria eriaps i vends, ey i

(ii)" notify the complainant,
i eferngr s, Bl L e e e
7. Licensee to mpondﬂ-—ﬂ)Thﬁ D&q@gnam Officer.shall forward a
copy of the application to the licensee requiring a response from the hcensee or
pﬂalerwm‘?" FIL R TR PETTE R \1 cooen Bowr ey vy

2

(a) 15 days of 1 recexvmg ;pc gppy pf mhcanomon iy

(b) any other period specified by the Designased, Officex proyided that
such other: period wmtless than ﬂ!epcnodset out in (a) above

et . Baainigo covd pl wige '; it-w b g foay st SO0

(2) The response from the nsee shall.he. camprehensive stating the
licensee’s position in relation to the complaint and to the extent the licensee’s posmon

warrants, may include mattars set’ mum @) toife) below, .

;,(a):;,acmtakpnmaddressngthemlmq: s sihe¥ P

v ar istnrnes ol ertom norhilyg
(b) reasons for its actions and lack of satisfaction by the complainant;
L N RIN: T 1 SRR LRt P T R TS MR PR L T LT #

(¢c) any proposed remcdy iy
(d) implementationplan;;. \ ... .;c5h 0y e Ded? o
() . an_y «qther. fapmr roievam totheapphqanm B

; T TR PR ERETOE Y2 % I TR TET WEFRPL NPT
8. Complaint Reso}ution.—(l) The Desngnated Officer pnor to

reaching his decision; e e, ooyt oagy 268

(a) shall take jnto. consideration the response of the licgnsee and
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(b) may take other reasgnéhlest;ep&todéal:miﬂrﬂmﬁppﬁmﬁon Wicluding}
() amange a meeting between the yomplainant and the licensee;
(i) inspect any site; or

(i) require additional information or any record relevant to the
. complaint, from the licensee or the complainant..

.(2)... The, Designated Qfficer upon gonclusion; of his.agtiens under clause
(a) or (b) orfsubsecnon (1), shall notlfy the comp]aman;and the hcensee in writing of
his decxsxon,, “: { af )

Jr

S
-

9. Appeal ~—If the complainant or.the ch;nsees;ﬁ,nqt satisfied with the
decision under these regulations, within thirty days of the decnslon, 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.

-OGRA Complaint Form-
Schedule
s bt g el adu g bespey put -

Complaint before
— .. . QOil and Gas Regulatory Authority =/ ‘i

-~~~ For Authority’s Use Only
. . ) S : — [ Egess Ty 4
Complainant =~ _ . Licensee/Dealer
" PLEASE PRINT- .
W lnfohﬂandﬁ%boﬁtﬂmhpfénhant it o i e
o Name ' o
~ 7
"",Address. R e
N O M D T SIS AE M L3 o THACA R MO I I IS AR
City: : Provinge: -
. Home Telephone: Area Code (__.. . ) . : . ;
Office Telephone: Area Code ( )
.Email:.. _

2 Person/company (LiéFnsee, dealer) against whom complaint filed:
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@)y Whatuﬂie@o:ﬂpl&iﬂt(déseﬁbcpmblemy. vl e Lvae Gl

Dt P T T e e L W TREFI 8 SN i e
TGOMEZ AR nt
ST TroDrenar 2t e T

HATHTINRATI L TR B N TP

4)~ Hag cofﬂﬁramam ried'to resolve e éomistdnm dﬁééﬂy wim the Licensee

[ A SR T LTI TS LAV 14 fmu Hoi

If yes 'feé(plam stepsi taken aﬂ&*resﬁlts it Al s 3t ! \

‘ cag ,z-f'{w L a LA A LTIV
- : a3 i ey e S VK L 4
VL I TR N TR TS i Y o tuid !
; ' I o s s ' -
R T AT (AT e o}

LRIt mi P TR T ORI 1A
+ e
-

bt
s gpdaed e

&) What remedy/rehef being sought from‘?

TR

OGRA: dhaeefined caoipdn o ® angg buo ()

Licensee:

A S e S T T T T e

- oy
Freftin ity 8

A AR BV~ W W LY
L e g a2 it

6) Has complainant filed this complaiq;,mggg-gpymmgégrgywm

A

If yes, provide details about the body amrcrspy of documents stibmitted
tothebody:; vy f 1

’ o N epan . B ]
P RPN RS T Ta T s 1A% M Lo eY =

RN TR 1T LS A L

gy 2t
fob prsrd

e - — - T—t— —rrre

v e e e g e ¢ e ey o e e ’i-“"%li‘.’”“h’s'n‘l'*&t ]

B
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(8)

w. s
far oy b
g W L B
e TR S
4

::f,_L_ﬁ, N ’
1
“. - - - ————— o ek s e sme oo d e s n ngnatute Of
Lo . Complainant
T, \)r«.\
s : , Date
wvn--» . For.Registrar’s.Use Only. . . ... .. ... -
.Date Received:; NI o [ —
| Date Resolved: - —
Comments:
.L,
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' Regulations 2003.
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