Citizens' Charter

Chapter - 1

LPG

Liquefied Petroleum Gases (LPG), is an environment friendly fuel used widely in the household kitchens, industries and
; s chapi icls 10 LPG ; ek :

'l’heFmduni'l.PG'
LPG The LPG iy US under Indang of Indian
&m\dards specification no. IS -15?6 It can be easily under p LPGinits
p However, comp giveitadi it if leaked, it can be easdy
detected.
LPG Installation
LPGm used in d gh an fion. A typical LPG ion consists of a cylinder, pressure regulator,
LG The equip nould conform o the folowing standard
SrHo. quhmnt Standards
1 LPG Cylinder 153196 (Part 1): 200G and IS 3196 (Part 3)
2 Pressure Regutator 159798:1995
kl SurakshalPG Hose 1595731998
4 Gas Stove 154246: 2002

LPG maant for household use is currently marketed by PSU il companies in cylinders of 14.2 Kg & 5 kg. capacities. For
identification between household (PDS) & non-PDS, the household cylinders are painted in SIGNAL RED colour. Cylinders in
Oxford Blue colour with a signal Red band carry non-subsidised LPG meant for use in commercial and Industrial
establishments.

Tare/gross weight, 1251 date, serial number, 151 monogram, Oil marketing company's name & logo, year of manufacture etc, an
embossed / painted on the cylinder. Each Pressure Regulator (PR) also caries a serial number,

‘I'he liguid LPG vaporises al normal atmaspheric pressure and Lampualurafms out of cylinder to the burmer head of the gas
i miture, in a proportion that gets ign
Public Distribution System for LPG Marketing in India

LPG meant for use as cooking fuel in househald kitchens, marketed by the Public Sector 0dl Companies, at a price declared or
controlled by the Govemment of india.

The Govt of Indi fitof LPG at PDS domesti i ing categories: -
O Government/ Municipal Hospitals for whatever purpose they take.
O Supplies 1o all school and colleges whether for hostels o for mid-day meal schemes,

O Canteens attached to Government Offices (Govt. includes State Govt. and local bodies and thedr installation and Guest
Houses etc.)

O Messes of Police, BSF and CISF in addition to kitchens and

ac ; L Socleties AcL
oL hools, collages &

= i g Societies Act.

0 Red Cross Society all branches.
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For & usage LF atnon - price.

Distribution Network '

P5U 04 Companies have a well spread network of distributors 1o service the I.PG consumers in the country, ixpanslun of the:
distributor network is a continuous process. Currently, there are two types of distributor formats viz. Regular LPG

dlmulorsms & Rajiv Gandhl Gramin LPG Vitrak (RGGLY). Appointment of distributors is through public advertisements.
Y www.iocl.com. |

Seruices

y the di the LPG iven b

. Release of New LPG Connections & Additional Cylinder (Double Bottle Connection),
. Facilities for booking LPG refill,
. Refil Delivery - Twa modes of cylinder delivery

{a) LPG distributors deliver filled cylinders at the registered address to the-customers residing in their normal area of
operation and take backs empty cylinders. Only under exceptional conditions; {iled cylinders defiveries on cash-any-
carry basis (non-home delivery) are permitted & customers are entitled to applicable rebate on 'Cash-anu-:arr)ﬂ

supplies.

ra

w

{b) RGGLV- customers have to collect filled cylinders fram the LPG storage godown at dectared RSP Cuslnmers are not
entitled to any rebate for "Cash-and-carmy” supplies.

. TransTermqﬂerrnlnallnu the LPG connection - when a customer shifts residence outside the distributor's area or service
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5. SaﬂecusmyolLPG connection : Piped Natural Gas {PNG) customers, nus!umrsusmq LPG through Reticulated' system
end to use the cylinder for long time their LPG Cylinder/s & DPR o
th d oblain a saf voucher along with refund of ity amount.
6. ChangeofName-i {demise ol the LPG e o
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- Preferred Time Delivery: LPG Dlsmbulnrsulfwa “Preferred Time LPG Delivery Scheme 1o facilitate consumers especially
vy of LPG refill as per their

8. Timel P "

Services Conditions Timeframe (Subject to
meeting Conditions)
Registration Tor new a) Above 18 years ol age Immediate
domestic LPG b) No member of the household has LPG connection
connection under FDS
c) Resldlnulrlﬂlemsmhmm
d' Pnu‘. e & UI 2 idantity #

Redease (installation) 3]
of new Connection
J/DBC b) Produce & submit proof of residence & identity
c) Submit Standard undartaking#
d) Deposit security amount# #
&) Hot plate inspection [pm:hased Tmm source mhar
than the LPG Br pay
Inspection charges# #.

Intimation in writing by the distributor of Maturity of | Sevenworking days
turn
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Services Conditions Timeframe (Subject lo
meeting Conditions)
Acceptance of refill ‘When no previous refill order is pending Immediate
boaking
Delivery of refiil Availability of stocks* Seven working days*
Leakag i imation to i service Immediate guidance at
cell i
Preparation of TV & a) of loaned One working day
refund security (cylinder/s & PR) in good condition
deposit b} Submission of original SV (in case SVis
lostan affidavit in Bew thereof ) #
Change of name in a) Eligibilty as applicable for new LPG One working day
case of death connection
b) Death Certificate of customer
¢} Standard undertaking#
* Endeavour 1o defiver within seven working days at all times except in circumstances beyond control viz. Natwral calamities, strikes,
absentesism, transport breakdowns, Gmt directives . shortage of product availability etc.
coin
##R deposit, tarl & o i i

Customer Relations
A Toll Free telephone number 1800 2333 555 is available to customers between B AM and 8 PM for any queries, suggestions or
ints retated to their LPG 5

Customer ilable at the Area Offices during office h working days. Customers are welcome to call
on telephone or personally visit the Cell for asslstanwgrlevam redressal. Details of the Cell are available with the distributor
and also at ourwww.iocl.comand www.indane.co.in

Customers can also meet the Sales Officer during their penodic visits on p days to LPG for
resolution of their queries /complaints.
Ememeanenlue
der prompt of gas leak d other fephi bers are
ﬂnmnlcasnnmmu&msmm atthe distributor's showroom and mumlmunmeoqumsmhsﬁe&msm
o
Expul:taimns from the Customer
follow safe operating p il using LPG. These are gi
Simple rules of usage
O Cylinder maust i i it y ¥ source of
O The hat plate should ahways be placed on a platform (made of fal) above the cylinder level.
=] mer .IU)SWTTCIIHII.III ¥ ator when I [ atnight. Never tamper with or
yiorepai or yoursell.
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O Mak Il parts of the i i in good condition. If anything seems wrang with any part, call for the distributor's
trained mechanic. : |

[ Itis safer to wear cotton clathing while working in the kitchen. Use of dupatta, sm'nlclolﬁmhanua utensils could be a fire
hazard.

O Wearingafi 4 i

oc P fromthe ile cooking,

O Useonly IS marked HOT PLATES, ~

O Never leave the hatplate unattended while in use as the burner flame could get extinguished due to overflow of cooking
matgrial or even gust of wind. This would lead leakage url‘.ﬂs!‘mmmehumer The accumulated gas numdml.gpnnd by the

burner i any other o g
3 FryPan/ Pressure Cooker should be placed 50 that thir handle is away from the flame.
O Plastic i (] h slove,

O Rubber tube is the weakest link in a LPG connection. It must be regularly checkéd-and changed immediately in case any
\nsmie cracks ! wnm are noticed.  Use of "SURAKSHA® LPG hose sold by LPG distributor is recommended for it's
ger life. Rubber Tube, if used, must be IS| approved.

O Asarule, Iherubberlubernuslnmplaoadwmmyaarsanﬂ Suraksha' LPG hose every five years

0 Thesafety be putonihe th dcylinders, whether full orempty.

Atthe time of Refill Delivery

Atthe time of taking refill delivery, customer must satisfy himself wi dition of th seal and weight.

acknowledged receipt of cylinder with seal intact, correﬁ mluh‘l& in good l:ondlunn there shaﬂ benn scone for UIsame with

regard to the same. The ¥ will break op that the cylinder is sound

and fit for use. C ﬂmﬂncylmsr d 1o the requiator (DPR) and have the installation checked for proper
ioning, even for the additional cylindi

Inspection of the LPG Installation

Customers must insist on a i ign ance in 2 years, by the trained mechanic. This

service s available on payment of the rwlslw :hams annroved by the Qi Company. This will help in safe up keep of the
domestic LPG installation.

Incase of Leakage
Inth ntof Leakage of in case there qgas:
QO Tumthe pressure regulator (DPR) knob o the 'OFF position.
O Putout i  vicinity (including i i lamp etc).
O Do Hot light mawhsﬁckww Do an swilch *On' o switch ‘OI any electrical swltcnas (including main switch),
Ihal [} rk 9
O Openalli i o
O Getintouch wi i {the Ex ice Cell l Sunday
Inthe event of accident
g LPG are covered underan policy taken by the PSU 0il Companies.
In case of the ident, the customer must inf h i i writi

men informs me concerned il Compamr and lheinsmanoe : Company anmrl Iha same. Thz distributor will olferassmncm
formalities of insurance cl

In addition 10 the above, all LPG distributors also have Third Party Liabiity Insurance cover losses in the event of an LPG

accident.
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Customer Obligations

O Customers must abide by the terms and conditions under wnlch the LPG connection has been released to them, These are
printed on the reverse of Voucher and ined in the 0 at the time of releasa of the
connection.

O Customer ! il LPG.

0 Customers must nat accept LPG cylinders from source/persons other than the LPG distributor with whom they are
registered.

0 Customers are not permitted to exchange with others of loan to athers, the cylinders / DPR given to them as this creates
possibility for a spurious cylinder / DPR finding its way into the system. Spurious cylinders/DPRs do not conform to the
stringent quality standards and are a potential safety hazard.

= W ¥ should follow ion tips while using LPG to save fuel. Conservation tips are available on the
www.indane.co.in

0O Theuseof LPGE LPGas | ion of Supply & Distri Order of the Govt. of Indla. As per this order:
P i e o in the of thy G Iy the
public distribution system. *Household" means a famiy consisting of husband, wife, unmarried children and dependent
Anmwmmwmmmm nection of @ 0il G who desires to avail PNG conneclion,

oG holdi than one LPG I i whﬁherofmesmmlwmnyun(dﬂfem
oil cornpm can mwlnnﬂyme cnnnachon The additional ions if any must be o the

O As & when customers avail Piped Namal Gas (PNG) ion or LPG ion through ‘Reti System in their

the existing LPG M b i isiri The di will issue TV for

*Safe Custody’ and refund of deposit amaunt. Details of th isgiveninth co.in




