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_SENATE SECRETARIAT
_ I Senator Mohsm Amz Charrman Senate Standmg Comn:uttee on Power, have the honor ,‘ p '
10 present report of the Comm1ttee on a point of’ pubhc 1mportance regardmg faulty meter-'
readmgloverblllmg of electnclty brlls and mappropnate behavmr of ofﬁcers of LESCO towardsj '
.the complamants/consumers The matter was ralsed by raised by Senator Palwasha Mohammad
Zai Khan on 30“1 August, 2024 and was referred to-the Senate Standmg Commrttee on Power for .

The meehng was attended by the followmg

consnderatlon and report <’ o
BV AR The composmon of the Comrmttee is as under: - .
iv:-Senator MohsmAmz _ f | Chanfméu? | .
2. Senstor Sycd ShibliFarsz | Member =~ |
I3‘ Senator Syed Kazrm Ali Shah§ ) Member N o -
4 Senator Taj Haider ' Member- i ity
5 SSenatortMu Dostam Khan Domk1 Member T
_- " “6’ “Senator Rahat Jamali i  Member 25
A Senator Manzoor Ahmed Meinber
8. Senator Ha_]l deayatullah Khan - Member - '
7 9 SenatorMuhammaansnn . Member -
" -'7'7,___“10. Senator Myhammad Astam Abro “Member

The Commrttee consrdered the matter m 1ts meetmg held on 2()th September, 2024. e

«1 i Senator Mohsin Azrz - Chairman
<24+ Senator Syed Kazim Ali Shah " Membér
s Senator Haji Hidayatullah Khan ' Memiber
N 4 uSenator Muhammad Aslam Abro - M_é:mber )
° S.HSenator Palwasha Muhammad ZarKhan - Mover _
veif 62::Minister for Energy (Power D1v1s1on) ' Ex-officio Member

' Secretary (Power D1v1s10n), CEO (LESCO), XEN (Ichra D1v1sron) and other concerned- were-.:_‘i:__{ g

present




" - Hi$ niotice on 30% August, 2024 when Hon’ble Member called him. He stated‘that thereis

4. The Mover, Senator Palwasha Mohammad Zai Khan, presented her case before
the Committee and stated that in her mother’s house at Lahore 5KV solar system has
been installed. The meter reader of LESCO mtentlonally noted thé wrong readmg and

converted the 900 umts info 9000 umts Bemg aggneved of the wrong' readmg, her, s

brother i in laW V1s1ted ofﬁce of LESCO Ichra crrcle for 28 tlmes dunng three months but

his complamt was not addressed He was forced to s1t m the ofﬁce for long hours but the

office bearers remamed absent in the office. Afcer 28 visits of the office they 1ssued hlm a, - ‘-

‘manual bill of Rs.70000/= without any reason and Justification and without adjustmg the

units of green meter. Moreover, the XEN misbehaved with him fhen the issue came: into: . - o

her notice. She was of the view that the officers of DISCOs in order to cover the lme-jy |

' that she has evidence that the staff of LESCO facilitates the eleotneny theft in the's area SR : e
and then those line losses are shifted on the consumers who are regularly makmg"thelr SRR

payments. She requested tbat the matter may be referred to FIA for mvestrgatxon t0f crack

th13maﬁasothatexamples eanbeset R

LR

5. CEO'LESCO appeared before the Comrmttee and stated that this lssue oame mto %

- Zero' over billing in LESCO. He admltted that the meter reader took wrong readmg by' A 3

mistake by i 1gnor1ng the fraction Wthh was by mlstake that he noted 925 0as 9250

".':u.i &

6.} The Committee pointed out that as pet the stance of the Mover, tbe complamant
had to“visit the ‘office of XEN for 28 times Whlch is not Justlﬁed at any cost. Teis very

wrong if such treatment is done to any consumer. The Commlttee was of the view'thiaf it

is very unfortunate if a consumer had to visit the ofﬁce agam and agam for reetlﬁcatlon L -

-of the mistake of the office and no. fault on ]:LIS own part

7. *The XEN concerned admitted that the consumer had to visit the officé for' 28t1mes

:'ei(;, LT
s .

and for that he tendered his unconditional apology but the Committee asked hlmrﬂmt e nE

mere tendering of apology cannot substantiate the agony and stress the consumer miust -




S ‘-way which:is.riot Justlﬁable in any m

-had gone through during those 28

happened to an educated and well to

visits. The Committee was of the view that if-this . = ~ L

do consumer then what to talk of a poor consumer. '

8.  The XEN stated that he has B

een posted three days ago and before that there was .‘

10 regular XEN in that area. The Mover stated that if XEN was not there but SDO was - '-
. there who disconnected the electricity before the last date agamst the drrectlves of: the_ L

--;ane Minister. and above all a law

L 9_.-' ~ The Committee noted that this case is just a tip of the iceberg and in reahty the

abrdmg c1t1zen was treated w1th such a humrhatmg rE

anner

'--"behavmur of govermnent functionaries with the consumers is not proper at all and s We 'see AR

16t87of complamts in' this regard. The CEO agreed that such treatment with any ‘consutmer

nrespeetwe of his status is not justified and the company take such complaints very o

serrously ‘He informed. that on such complamts more than- 100 employees had! a]ready s

" been-terminated from service: FIRs

have been registered agamst 108000 consumars*for - - 1

eleetrrerty theﬂ and-senior officers have been reverted due to neghgence and mvolvement

in ‘such activities. The ‘Company has

- mend their behaviour.

arranged motivational lectures for the employees__to N :

. Theé Mover-asked whether any action is taken against the responsible. V'The"CE'O‘ Fol

stated: that meter reader has already

show cause’ notlee is issued to him. The XEN was on Umnraah and was not present durmg e

- this episode.

11, The Mover was of the view

'longstandmg and very deep rooted matter which needs to be referred to FIA to ng out: the b

actual'issue. -

been suspended. The SDO has been transforred and: " ‘

-

TR I T LR

IR AT
SRS Y 1 :}.

that it is not ‘2 matter of one complaint but"it- 1s a -

- K ..v"-'lu‘.o‘h oot .

12. The Members were of the view that if FIA and other LEAs can take nnmed:ate"ff R

actron agamst any md1v1dua1 consumer on complaint of the department then why-the -

. e -
- - o :'_' 1 PRCNLESER 3



'LEAs do not take swift action against the departments on complaints of consumers.t’[i_he.
- Committee directed the CEO to take strict action against the responsible and conduct a. o

special audit of the circle. ' : -

13,  The XEN stated that when the issue came into his notice he immedietely contacted
~ the complainant and resolved the issue. The Minister stated that the issue raised by the

~ Mover.is basically is about customer care which is not even the considered:part:of: our b

.- distribution system. He admitted that there are many issues on the side of customer care
. He stated that 118 is a customer' care number but consumers do not know about that
| helpline. He admitted that calls on.118 by the consumers has no accountabmty system

" and “the- complamts on 118 does not reach t111 the top hierarchy. The. umehnesh )
- respecttve complamts as per procedure are not met even after the- reglstratlon of-.
| complamts ‘The Minister was of the view that the monitoring of eomplamt system is very .
_important as itis performance evaluator of the SDOs and XENs of the area on the basis - - -
of which they should be promoted but there is no such system in place He informed: that IR E

the complamt system is now bemg 1mp1emented at sub-divisional level through' computer-

- systems with'a' -proper méchanism of complaint redressal system. He-dssured’ that 118 _

'complamt system W111 become fully operational soon and customer care is ‘our” top g

priority:'

-.:’2 LI 4

14 {“TheNfinister further informed the Committee that over billing in LESCO is ‘now at : .-
zero- whlch was prewously in billions. The Mlmster informed that the 80 ‘billion have . -

' 'been refunded to the consumers on account of over billing. He apologtzed the Mover and Pt

© the’ complamant on behalf of the organization. He directed the CEO to raise this *1ssue“m i

bostd of-the’company and fix some responsibilifies on the concérned SDO- and others, "5

\ ;.4:'.'."-: L
15, " “The* Comrmttee directed the CEO to take stern action agamst the respons1ble a.nd L ;

requested the Mover to withdraw her complaint. The Comm1ttee being premier oversxght o - 1

body will keep a close eye on the performance of the distribution companies .111 C

. - | % | T a
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|
connection with such complairfts and if any such complaint from any citizen is received

the Committee will recommend serions action against the head of the concerned DISCO.

16, With the consent of the Mov;er, the Committee disposed of the matter with-the . B :ll;::'f.' ’.
following direcﬁons/recomméndatioxflé: ' .
| 1. The bill fof the consumer may be corrected as per actual.
coﬁsumpfﬁon immediately. N

2. Action may be taken against the" responmble

oﬁ'icers/(:;fﬁcials under intimation to the Committee. i
3. A rebmjt regarding electricity theft and line losses. in :
IChrga éircle may be submifted to the Committeé"silil‘(fefi;ff S
signaturfes of the CEO. - e GREER T

4. A report may be submitted to the Committee about the ~
complaiixt systemz in place’ in LESCO 'and““-ﬁ?liai: - .
improvejament has been made in the complaint system-as. :‘ ’
informed by the Minister for Power.© e L

5 A repm%t may be submitted to the Committee onlacc‘oimt.,i-'
of amount refunded to the consumers on account ‘i.)f"‘;‘d\?f’éi"é -
billing énring.last two years. | | . | T

6. The Chairman directed the CEO to keep a close witchion'

the customer care area of the company, ' F SEERE T UL

17. ~The Committee disposed: of the matter referred to it and also gave appri;v&l."f"ar o ‘ S
‘presentation ofrep_orttdtheHouse. T gy S t

' o Y2 G ?_&l:,;.:‘a:!‘j o -'; , .
(SENATOR INAZIZ) L.
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