
Internal Complaint Redressal System (ICRS) 

Document Reference 

Item Description 

Document Title: ICRS Workflow Document 

Department: Internal Complaint Redressal System(ICRS), MSEDCL 

Version No.: 1.0 

Status: Final 

 

Authors 

Name Group, Department Signature/Date 

Mrs. Urmila Salunkhe Programmer, CRM  

   

Reviewed by 

Name Group, Department Signature/Date 

Mrs. Rajshree Patil Programmer, CRM  

  
 

Approved By 

Name Group, Department Signature/Date 

Mr. Balasaheb Ghaytidak DYGManager(IT), CRM  

 
 
 



 
 

 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Complaint registered by Consumer (LT/LTIP) auto assigned 
Subdivision Incharge. Complaint registered by Consumer (HT) auto 

assigned to Circle Incharge 

Subdivision/Circle  staff attends the complaint 

After resolution of complaint, Section Officer/Janamitra can close 
complaint through CRM or Employee Mitra Mobile App 

If complaint is not 
attended within SOP limit, 

it is escalated to higher 
authority Division office 
Executive Engineer (EE 
Admin) and Zone office 
Executive Engineer (EE 
Admin). Escalation SMS 

and Email sent to 
respective authority. 

Additional SMS sent to 
Circle office Executive 

Engineer and Circle office 
Superintending Engineer 

Auto Assignment SMS 

/Email sent to sent to 

Subdivision /Circle 

Incharge 

After successful OTP Verification, Consumer can register power failure 
complaint through Internal Complaint Redressal System  

Closure SMS/Email sent 

to Consumer 

Consumer can close 

complaint from 

Consumer Mobile App 

After resolution of complaint, Consumer can Submit Closure 
Feedback Resolved /Unresolved. 

ICRS: Power Failure Complaint Workflow 

PF Complaint Created in CRM through CRM Webservice Registration SMS and 
Email sent to Consumer 



 
 
 
 
 
 

 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

ICRS: Other Complaint Workflow 

After successful OTP Verification, Consumer can register Other 
complaint through Internal Complaint Redressal System  

 

Complaint registered by Consumer (LT/LTIP) auto assigned 
Subdivision Incharge. Complaint registered by Consumer (HT) auto 

assigned to Circle Incharge 
 

If complaint is not attended within 
SOP limit, it is escalated to higher 
authority Division office Executive 

Engineer (EE Admin) and Zone 
office Executive Engineer (EE 

Admin). Escalation SMS and Email 
sent to respective authority. 

Additional SMS sent to Circle office 
Executive Engineer and Circle office 

Superintending Engineer 

Auto Assignment SMS 

/Email sent to sent to 

Subdivision / Circle 

Incharge 

. 

After resolution of complaint, Subdivision Officer can close complaint 
through CRM or Employee Mitra Mobile App 

Closure SMS /Email sent 

to Consumer 
After resolution of complaint, Consumer can Submit Closure 

Feedback Resolved /Unresolved. 

Consumer can close 

complaint from 

Consumer Mobile App 

Other Complaint Created in CRM through CRM 
Webservice  

Registration SMS/Email 
and Email sent to 

Consumer 

If New Connection 

Related Complaint then 

Application ID will be 

verified with New 

Connection System 
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If complaint is not 
attended within SOP limit, 

it is escalated to higher 
authority Division office 
Executive Engineer (EE 
Admin) and Zone office 
Executive Engineer (EE 
Admin). Escalation SMS 

and Email sent to 
respective authority. 

Additional SMS sent to 
Circle office Executive 

Engineer and Circle office 
Superintending Engineer Auto Assignment SMS 

/Email sent to Subdivision 

/ Circle Incharge 

Billing Complaint Created in CRM through CRM 
Webservice 

Complaint registered by Consumer (LT/LTIP) auto assigned 
Subdivision Incharge. Complaint registered by Consumer (HT) auto 

assigned to Circle Incharge 
 

Complaint will be available in 

Emp App to submit Spot 

Inspection Report .Once Report is 

submitted then Report will be  

visible in CRM after Submission in 

Employee App 

Registration SMS/Email 
and Email sent to 

Consumer 

ICRS: Billing Complaint Workflow 

After successful OTP Verification, Consumer can register Billing 
complaint through Internal Complaint Redressal System  

 

Spot Inspection Required 

Yes

 



 

 

 

  Yes/No 

 

 

 

  

 

 

 

 

 

 

 

 

 

 

 

 

Bill Revision Required 

Closure SMS/EMail sent 

to Consumer 

Consumer can close 

complaint from 

Consumer Mobile App 

Complaint submitted in 

OBR 

No

 

Yes

 

After 

Approval/Cancellation of 

Bill Revision Complaint 

automatically closed from 

OBR 

SubDivision Officer can close complaint through CRM or Employee 
Mitra Mobile App 

After resolution of complaint, Consumer can Submit Closure 
Feedback Resolved /Unresolved. 

 
 
 
 
 
 
 



ICRS: Escalation Workflow of Complaint 
 

 

 

 

 

 

 

 

 

 No Escalation 

 

 

 

 

 

 

 

 

 

It is escalated to one level up to to higher authority Division office 
Executive Engineer (EE Admin) 

Escalation Level 1 SMS and Email sent to respective authority. Also 
Additional SMS sent to Circle office Executive Engineer  

If complaint is pending after 
Escalation Level 2 Hours 

If complaint is pending after 
Escalation Level 2 Hours 

 

Bill Revision Required 

 Yes

 

No

 
No Escalation 

 

 Yes

 

It is escalated to two level up to Zone office Executive Engineer (EE 
Admin) 

No Further Escalation 

No

 

Escalation Level 2 SMS and Email sent to respective authority. Additional 
SMS sent to Circle office Superintending Engineer 



 SOP Time Line and Escalation Matrix For ICRS complaints: 

Service Major 
Request Type 

Service 
Request 

Type 
Service Request Sub-Type Urban/Rural 

SOP 
Hours 

Escalation Level 1 
Hours 

Escalation Level 
2 Hours 

Power Failure Complaint 11 KV - Overhead Line Breakdown Urban 4 2 3 

Power Failure Complaint 11 KV - Overhead Line Breakdown Rural 24 12 18 

Power Failure Complaint 22 KV - Overhead Line Breakdown Urban 4 2 3 

Power Failure Complaint 22 KV - Overhead Line Breakdown Rural 24 12 18 

Power Failure Complaint 415 Volts - Overhead Line Breakdown Urban 4 2 3 

Power Failure Complaint 415 Volts - Overhead Line Breakdown Rural 24 12 18 

Power Failure Complaint Cable Fault Urban 8 4 6 

Power Failure Complaint Cable Fault Rural 48 24 36 

Power Failure Complaint Line - Bunched   Urban 4 2 3 

Power Failure Complaint Line - Bunched   Rural 24 12 18 

Power Failure Complaint Line - Snapped   Urban 4 2 3 

Power Failure Complaint Line - Snapped   Rural 24 12 18 

Power Failure Complaint Line - Tree Branches Touching   Urban 4 2 3 

Power Failure Complaint Line - Tree Branches Touching   Rural 24 12 18 

Power Failure Complaint Line - Twisted   Urban 4 2 3 

Power Failure Complaint Line - Twisted   Rural 24 12 18 

Power Failure Complaint Pole - Disconnect Urban 3 2 2 

Power Failure Complaint Pole - Disconnect Rural 18 9 14 

Power Failure Complaint Pole - Fell Down Urban 24 12 18 

Power Failure Complaint Pole - Fell Down Rural 48 24 36 

Power Failure Complaint Supply Failed - Phase Out Urban 4 2 3 

Power Failure Complaint Supply Failed - Phase Out Rural 24 12 18 

Power Failure Complaint Supply Failed - Total Area Urban 4 2 3 

Power Failure Complaint Supply Failed - Total Area Rural 24 12 18 



Power Failure Complaint Transformer - Burnt Urban 18 9 14 

Power Failure Complaint Transformer - Burnt Rural 48 24 36 

Power Failure Complaint Transformer - Cable  Urban 18 9 14 

Power Failure Complaint Transformer - Cable  Rural 48 24 36 

Power Failure Complaint Transformer - Flames  Urban 0 0 0 

Power Failure Complaint Transformer - Flames  Rural 0 0 0 

Power Failure Complaint Transformer - Lugs Urban 18 9 14 

Power Failure Complaint Transformer - Lugs Rural 48 24 36 

Power Failure Complaint Transformer - Smoke   Urban 0 0 0 

Power Failure Complaint Transformer - Smoke   Rural 0 0 0 

Power Failure Complaint Transformer - Sparking Urban 0 0 0 

Power Failure Complaint Transformer - Sparking Rural 0 0 0 

Power Failure Complaint Voltage - Blinking Urban 3 2 2 

Power Failure Complaint Voltage - Blinking Rural 18 9 14 

Power Failure Complaint Voltage - Dim Supply Urban 3 2 2 

Power Failure Complaint Voltage - Dim Supply Rural 18 9 14 

Power Failure Complaint Voltage - Fluctuation Urban 3 2 2 

Power Failure Complaint Voltage - Fluctuation Rural 18 9 14 

Power Failure Complaint Voltage - High Urban 3 2 2 

Power Failure Complaint Voltage - High Rural 18 9 14 

Power Failure Complaint DT/Pillar Box-Sparking Urban 18 9 14 

Power Failure Complaint DT/Pillar Box-Sparking Rural 48 24 36 

Power Failure Complaint DT/Pillar Box-Cable Urban 18 9 14 

Power Failure Complaint DT/Pillar Box-Cable Rural 48 24 36 

Power Failure Complaint DT/Pillar Box-Lugs Urban 18 9 14 

Power Failure Complaint DT/Pillar Box-Lugs Rural 48 24 36 

Power Failure Complaint DT/Pillar Box-Bus Bar Burnt Urban 3 2 2 

Power Failure Complaint DT/Pillar Box-Bus Bar Burnt Rural 18 9 14 

Power Failure Complaint UnderGround Service Cable Fault Urban 8 4 6 



Power Failure Complaint UnderGround Service Cable Fault Rural 48 24 36 

Power Failure Complaint Light Blinking Urban 3 2 2 

Power Failure Complaint Light Blinking Rural 18 9 14 

Power Failure Complaint Fuse Off Call Urban 3 2 2 

Power Failure Complaint Fuse Off Call Rural 18 9 14 

Billing Complaint Average Bill Urban 360 180 270 

Billing Complaint Average Bill Rural 360 180 270 

Billing Complaint High Bill Urban 360 180 270 

Billing Complaint High Bill Rural 360 180 270 

Billing Complaint Late Bill Receipt Urban 24 12 18 

Billing Complaint Late Bill Receipt Rural 24 12 18 

Billing Complaint Low Bill Urban 360 180 270 

Billing Complaint Low Bill Rural 360 180 270 

Billing Complaint Meter Not Functioning (No Display) Urban 96 48 72 

Billing Complaint Meter Not Functioning (No Display) Rural 288 144 216 

Billing Complaint Meter Reading - Correction Urban 360 180 270 

Billing Complaint Meter Reading - Correction Rural 360 180 270 

Billing Complaint Meter Reading Not Taken Urban 360 180 270 

Billing Complaint Meter Reading Not Taken Rural 360 180 270 

Billing Complaint Meter Stuck Up / Stop Urban 96 48 72 

Billing Complaint Meter Stuck Up / Stop Rural 288 144 216 

Billing Complaint Non Receipt Of Bill Urban 24 12 18 

Billing Complaint Non Receipt Of Bill Rural 24 12 18 

Billing Complaint Unbilled Consumer Since Connection Urban 24 12 18 

Billing Complaint Unbilled Consumer Since Connection Rural 24 12 18 

Billing Complaint Wrong Load (Agriculture Consumer) Urban 360 180 270 

Billing Complaint Wrong Load (Agriculture Consumer) Rural 360 180 270 

Billing Complaint Wrong Bill Urban 360 180 270 

Billing Complaint Wrong Bill Rural 360 180 270 



Billing Complaint VM (Vidarbha Marathwada) Subsidy Urban 360 180 270 

Billing Complaint VM (Vidarbha Marathwada) Subsidy Rural 360 180 270 

Billing Complaint Powerloom Subsidy Urban 360 180 270 

Billing Complaint Powerloom Subsidy Rural 360 180 270 

Billing Complaint Textile Subsidy Urban 360 180 270 

Billing Complaint Textile Subsidy Rural 360 180 270 

Billing Complaint Duplicate Bill Complaint Urban 360 180 270 

Billing Complaint Duplicate Bill Complaint Rural 360 180 270 

Billing Complaint Meter Inspection Urban 96 48 96 

Billing Complaint Meter Inspection Rural 228 144 228 

Others Complaint Meter Burnt/Faulty/Non-Functioning Urban 18 9 14 

Others Complaint Meter Burnt/Faulty/Non-Functioning Rural 48 24 36 

Others Complaint Pole - Leaning Urban 8 4 6 

Others Complaint Pole - Leaning Rural 48 24 36 

Others Complaint Pole - Shock Urban 0 0 0 

Others Complaint Pole - Shock Rural 0 0 0 

Others Complaint Others - Complaints Urban 360 180 270 

Others Complaint Others - Complaints Rural 360 180 270 

Others Complaint Accident - Human Fatal Urban 0 0 0 

Others Complaint Accident - Human Fatal Rural 0 0 0 

Others Complaint Accident - Animal  Fatal Urban 0 0 0 

Others Complaint Accident - Animal  Fatal Rural 0 0 0 

Others Complaint Accident - Non Fatal Urban 0 0 0 

Others Complaint Accident - Non Fatal Rural 0 0 0 

Others Complaint Accident - Others Urban 0 0 0 

Others Complaint Accident - Others Rural 0 0 0 

Others Complaint Transformer - Oil Leakage Urban 18 9 14 

Others Complaint Transformer - Oil Leakage Rural 48 24 36 

Others Complaint Street Light  Urban 4 2 3 



Others Complaint Street Light  Rural 24 12 18 

Others Complaint DT/Pillar Box-Unlocked Urban 18 9 14 

Others Complaint DT/Pillar Box-Unlocked Rural 48 24 36 

Others Complaint UnderGround Service Cable-Lugs Urban 8 4 6 

Others Complaint UnderGround Service Cable-Lugs Rural 48 24 36 

Others Complaint Theft Related Complaint Urban 3 2 2 

Others Complaint Theft Related Complaint Rural 18 9 14 

Others Complaint Shifting Of Meter Complaint Urban 96 48 72 

Others Complaint Shifting Of Meter Complaint Rural 288 144 216 

Others Complaint New Connection Complaint Urban 72 36 54 

Others Complaint New Connection Complaint Rural 72 36 54 

Others Complaint Disconnection/Reconnection Complaint Urban 8 4 6 

Others Complaint Disconnection/Reconnection Complaint Rural 24 12 18 

Others Complaint Additional Load Complaint Urban 360 180 270 

Others Complaint Additional Load Complaint Rural 360 180 270 

Others Complaint Reduction Of Load Complaint Urban 360 180 270 

Others Complaint Reduction Of Load Complaint Rural 360 180 270 

Others Complaint Change Of Tariff Category Complaint Urban 360 180 270 

Others Complaint Change Of Tariff Category Complaint Rural 360 180 270 

Others Complaint Change Of Name Complaint Urban 360 180 270 

Others Complaint Change Of Name Complaint Rural 360 180 270 

Others Enquiry Others - Enquiry Urban 360 180 270 

Others Enquiry Others - Enquiry Rural 360 180 270 

Others Enquiry Billing Related Urban 360 180 270 

Others Enquiry Billing Related Rural 360 180 270 

 

 

 


