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gewell HISTTHHGHID PWIILGHBISBHTe HLewp (09)

10. 5860 BISTCUTHBEGID HFH FHulsd oiFs SFudbomd gBUBSHID ChHImwms CFuwsvssiilsd
FBULTIOEY Bumwiors @mUUSBEGD, @0 @(USSOBBIUEHL U BISTLTTS EHUILSBELOT6

sLew (0O10)

11. &BBILmeY WHILSBSWD, HBBTLMY THFLUGHHID SL6YHNEMULD S IGILITHL HeN6TU D
ST HHIB0BTeTUSBEG T HSLewo (O11)

BISTCaTflel DibFHHeH DgliLen HLswwenul LFgHuedsgd Gniui (O1-11) @bsd Dei6m g s

MMM oD LTHHH6 S GUILTEEFIWILIL (BeiTen HISTCaIT] SHLnIE6T @6IteITaaTSHID

e1AHCT &L 19HHTLLLILL (BelTengl.
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uTsl 2 - BIsTCeumfler o flenwogseir

el OUTBHL SHemem DisLevgH CUBCBTEIW 2 BLSHFHEeweT CETsiauame] QF U150

1. 2 flu Pukismer LisHeFui CasuiBOsd SHenl bbbamigul 2 BLSHHHmen Bsl (Hdb
Gameieuene] QFUIW HIBTCTHHE 2 fleww (R1) Smobslaimal.

2. BxpemauBm (WHHIFENID DieL6VFH LTTULFID g id el Ffluimer SroHdHleud Fflwimen iemalenid
2 _BUSHBMT QUBDBIGCETsTN  BIBTCTHEG 2 femip (R2) @méslamal.

3. QuBBmrelw erflOuTmHeneT BFLILLeT/aImighemawitenflen GHemalemul EalaflliLal] HolBIGHeTH
saupren OUBCBTeIW 2 BuSHenw aHCWTESSHHTE, HIHas0 WD GMBhHEH CUTHL Hener
QUDRISIGNTEV, HNHMBHTN LIFSTIHMBUID HOL FBHMeMUD CUBBIGECHTsTEN HISTEMTHHE 2 Flenio
R7) Bopsaams!.

4. ChrevauTedl @ 2 BLHFH DL HHbHamigul B HodH AP HHI0STeTeN HIETEaTMHEE 2 fewio (R4)
BBHBBHI.

5. enflour@me Hylyue] SiBelBD UeHHBEG Ffwmer HroHalsvd Ffuimer emelsld QuUBEBTaIWw
o BuSHUW CUBDBIGCETsTN HISTCTHES 2 Fflend RmdbHS Ba.

6. PULRGBSHID AHSHT] HIULSEGSG WPBLULUTHEMT CFUIL|D CHTeEsHIBETS, 6fOLTMHST Blensvlidhast
o Fflenwowmeny uBpdw efluymisanst GLBDBIECHTsTN HIBTCMTMmHEG 2 Ffewn (R1) QmobDlamgl.

7. eflOur@smen Byl umbiulenr OFslmalSHHaTemoenul 2 BISILIBSHHHOST6TEHID (LPHLOTES  Liflomemt

Senemal 2_pIHLLGHEHID Gillenu Cal BUOLBBIGECHTsTeT HKIGTCMTMHHE 2 fleno (Rs) @Rmbalemal.
8. @ 2 mHFFLML/m uBpIFFL L Cal BLOLBBIGCETsTON HISTCMTHHE: 2 flenn EHbS MBS

9. 'gB6v HISHHeIOTer GUBEBTENELUID, DGO ERTUIHUILID, leFmeVU|D BHIGTHH BHIHTCaImfla
o flendEpd HLMIHEHD LBBlul elemsemsd HfbHIOBTeTeSHBEGHD, 6TflOUTHET Byl
BHlemeowmiseielmbal Hog GBUT Hblessh ST @ LIFsHmw GLBnpIsesTeiiesHBE&Lw
BIBTCTHHE 2 flend G HHI B,

10. sBH16s OGIFTT 2 Lelg 2 & alpurs aFdHlule s me aIphISLILGLID OeTEFT)HEe0

wiileyseT gBUBGHaB CrrHHed CHmeuwren @m aflEOUTHMeT CUBBISOETETEISHBEGLD
BISTCTHEHE 2 Flenio B MBS B

BISTCeuT]  (WempULTHE6IT

1. garag wompliumhaemer (QuBeBTelw o mubdseisr elBlCuTawpd uTalmeUD) OFUINISBED
DIGHHMmBW  (pempluThaEet uBpsiw LyFflenssdamsn o flul (wWpe»mliur’ B enaWITEHemnd
BLUQWenpullel 26m T6 HTHHECHTeMaSBGH HETCanmesd 2 flemw (R7) @medamal.

2. QuBBBTelw 2 Busbsseier elBCUITSIPD UToINEIUID QHTL LT FHTOICSHT
(PEBUUTL MWD 61(DHSHI60, DiEhFedley, OBHTMEVHBEL DAL TH SI606VHI LOl6iTaNEhF60 eUTUT60TEH
Sisvevgl aumuiGompuins (Ghrguing CFearm isveugl CHTeneoBLS dpsulD):

Public Utilities Commission of Sri Lanka



w. oIbd wepLuTh Seomemnd GUBEBTeiw Fnl BHSTUMSHHIL 6T CHTLIUMLWSTE SHHELD
UL FSHFH0, SbDH FmLBHSHTUMSH T DbSHS LITTHHU SIIeevsds euTgdhmaTs) GFeme
Ofeys@ iev60H Il (WendEXmWwmenhbd (FhmBLILBHH60),

9. ibHS WPOBLLTH 0BINE B HUl clemieneml SHTLISHH e LITHTen DievielevsHHen (alBLisner),
aflOuT@®eT BTy HemeoWSHHIL 6T DieVevE AHSMID CuBB Couml gaHTough DI
USHBTUPeNLW ST OHTLFUmLWTS GRMHEGID UL FHH60, AbHbhd LNFmHau
(LPBHTENDWITET]  SIVIRIVBHHBE Dlsvevdl auTigdhemasiteny Cxemel Lifleys@ Gauiuw
B&ETCaTmEE 2 fleww (R7) Smobdlamagl.

3. 2 Busbdsmenud Cremeusemenud QIPBIGD HILSEG OFuwuiul Geren geHTaIOHTH  (Lpe»BULUTH
(T  Siebevdl  UTLICLTPWITS) SLSHHMEHSBTN @ SaldbeHmeou|d @® GBIy
B60HBHMBHUILD:

4. BGremed QIPHIGD HIUUHEG OFUHBHEGD HTaIgH  (PMBUUTLIgE  SBOUTENSHW  Hleval]Hend
SMbHIOHTeTeN BISETCTHEG (R1) 2 _flenid @ mébalaimal.

5. (WpedBUUTLIgene  (IpHeJlsd  DiHEBlsL 2 6itenn  BFemel  QIPBIGFILID  sIlpBId  DUHBLLFID 611 (B
BT BEHHGH6NT  SHyalensl  OUBBIGECETNSBEG 2 fmin 2 . IAEBTLILGHHGHT — H6)
SO HHTANge D606V IPBISILLL &6y OHTLLIed HISTCaTT 2 L el allsoensvleisit GFeme
ouprigGeanflel o W HSTHulLd (wenpurl pener GBOsTsTaISBEG BISTCMTHEHE 2 fenioulai(.

6. Gemau eupmiG Hrienfles o flui SFH&ETNHEG CFUHBEGID gHTUSH (PBUTLIBETEN  &Jene
b WMBLUTH QFLWLUL HEGD BremMeldbhal uHemeid (14) mreT smeoll uGHulamieT DibHsH
P ST OB CUBBISCETsTeN BISTTHEE 2 femio (R7) @mabdlemal.

7. eaflenid, &BHS @@ olLwid, @m HImel CUBBIGECSETHSGWL CuImGlh 2 flui igsarfulemmsd
Cueud 2 Wy FsMf @meumSE& GBULTHEFWIWLILL BoiTen LI F&Ha60:

U SHmBU (peplur’ G ol wibd Hebsh Brefedmba LHameng (14) BT &6l
SILBFW @ STeoll UGHUWIaeT g uBBsiu sipfielsHsHmeoud HC5H6LTsL

9. SHHMBW (Wemplium G el uwid @GBILIGOFUIWNILLY®HESD Brefedmbas SmUSHL(H
(28) BTl ST LS @ &MVl LGHulsd @ sSFevauu]d GCuBmIEGsTsiTen
BIBFCaTmHE 2 fleww (R7) Rmabdamgl.

8. Bgemer eupEGID SHSIUILO®GHS HOLHH  HiobE  HISFET 2 L e elssnsublilsiey,
(WTOBSHSLILLVTD 6TID DIBHH HLL HH6OT6N BLAIQHMBML  IWIHSHICST6TEN  HIHTCouTHHES
o flewio (R1) QmabDeimgl.

9. Gemey QIPBIGID HILLL6T HIETCUTHEG OUBGBTeIW 2 MubHdHeeler oBGWTED DsLevS
LTelene QGHTLJLITE 61100 gJHTaIH] @ Llenidbmes, @eumendll QUITHIL LILIGTUITHSET )eneund:E@ (0
GEIIGEFLIHMmEGID Lemib@ Hibdeo BLUQUpmBUIE 261 Th Glhd SHILILSeTemsd  Hfdhd
(Wwelsbeney 616  SiglilenLulsd, GBiHH ibd Leudb@ olLwbmsd D menidbd(peshE
G&BIIIGEFIW HIBTCaTMmbE 2 Ffeno (R7) Rmabsama.
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Cxemeu GUIPMIGLD SHILILJL6vITen OFHTL_FUTL 6D

1. Gremen eUPHRIGD SHIULL6T  OHTLTLOET6TNGHInIgUI  QILITRIGMETULD  DIBBISBTE  JHTAIH]

HmHHHHBMeNULD AP HH0sTeTen HSTCMTHHE 2 flemw (R1) @méslamal.

2. alPBUTESHHL LBBISHGMB Hevayd isVevdH R iUFTHms0 giuUGL Cursh GFemen epRIGLD
SIUSG& g upps SelliusBaETer @m aFgHmul Caramgmess HBJCarmebe 2 fleww (Ri)
BBdHSlBSI.

3. erflourmefelr alBGWTHD Sisveug GUBEBTEIW 2 BuUSHUTT S UBBIW FHTOIOHTMH Al UIhHms
OFHeMeLIBHHHOBTENEDHID  6LVFH  HeVHSHIMIUWITHID GUTHLBH CFewer euphIGD Sriniemr o flul
P ®TfHEmen FhHds HIBICaTMHHE 2 Ffleno (R1,R4) Qmobdleamal.

el QurLsellengid QUBCBTEIW 2 BuUGHHelengid Hib

1. etemiQemurul  swbueulelr  Mevad  FhenHLILGHH0  HEeayFmenselsnr  Llysrgn  GuBGBTedw
2 _BusHeemenud CUBCBTeIw GFmeubenenuid GLBBIGOHTeTeN  HIBTCTMHHE o flewn (RS)
BBSSBSI.

2. gBOHMBaILlson HEHHBAIBEHHEG gHTOUH HL LI LIDT6N OTBBHISsT CamemGeugliubLomuie
DIHSHMBU  DTBBRIGMET  YHHGHMOBHS @ STLILGHUlmIsT AN HSHIOET6TN  HIBTCMTHES,
2 flemip (R1) QmeHemgl.

3. HIHHDBG VLB  HEUHBEIBEHHEG GJHTOUH  LOTBBRIGT QBT GouglLGLOTUNe  FnBLomeo
allengalsd DHHmeW LOTBBHRIGMT ABHHIOETeTeN BISHTCTHEG 2 flewn (R1) Qmodlamg.

&SSO, LUTHISTLL, SHBMBITL6D

1. ar5aev Wsad GoBhd UBCBTIW 2 BubHeeller alBCUITHEHBHOMTeIID  slewrGewiul &
ausgibseieomad  siapd  urTHuyseledmba  uTHeTEsLUGusBSETe 2 flmw  (Ri2)
BIBTCTHEHEG G HBH MBS,

2. enflOurmeT Wyl Beveowmiseflen UTgHISTUUBB  CFwBuTBHoefanmsd erIpD  DLSHHISHMIBHHS!
urgIsTESLIUGaSBET 2 femip (R12) mHISTCaTHhHE SmabalamBal.

3. eflourmemsnm Bl  CEIHHL  H  uSHBHIEBMET  auaTn  HBHHHCBTETONFH 6T
sBUssLUGasBET 2 flewio (R4, R12) msjCammesd @mbaemal.

4. emflOuTmeT Sievevdl CUBGMTEIW 2 MuHFH UBNEW gHTAIH LITHISTILMBNG Hensd DI6V60H HEUBTET
erflQUTHemeT BIIlied, Heupmer CQUBEBTeIW 2 BubHEmen lPCUITSGHSHD (PHedUI FIDLISIBISEIT
SflellasILBLD Curgh CFamer alpBIGD HIL o L enguits GoBGsmsiTend LIflST) HLellgohmabmU

SIS 1QUBBIGCET6T6N HIGTCATHHSG 2 Fflemid QHdHS B,

5. QuBGpTelw 2 _pubdlulst oisbevgd GUBECBTEIw @FsFTwe USTTHHSHH 6 aleneTalrd gHLL Hanlgul
IHTUOHTMH FHTHM PSS UBBIWL HHeunsv SBHHIOETsTouSHBHT 2 fleno  BHISTCuUTHES
B MHEHH MBS
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BreTel® 2 [flenLoseit

1. Ggewer suphiGD ST OGHHEH SHDLSHGID FHev QUTHL HEHHGD 2 BLIGHH HEHEGW0Ten oifloumer
OFevaylIL 1pWwensy CUBBIGCET6TEN HIBTCMTHHE 2 flewo (R1) S mabalamagl.

2. enflOume  Bipliueny emflOurmsmer Byl  Gurgl erflOum@mer Wiyl umbiuler  osrdGuITsT
ST Houprer  aleHaHsd UTelllugTsd gBuBlL UTHUILSEGSD LWSHILTTHH0 CFeue d@ELd
BOL FhHEmen CHMy mIETCMTHmHE 2 flend SmobH Bl

3. @ GuBBTeiw 2 BusbHdlemul LTHISTUILBDB (Wempulsd SBHE&aSHT almenalTs gHTaIHl SHLILIBBeL
PBbHH UTHILST gBLLLTY JHHmEW UTHILSE Bagl FBHmen CHmy mIsTCammesad 2 fleno
BHES DB

FLOGOTTEN  SH6U6INLILY

1. @8y eu@duieoren osdsvdH @B  Hetiewioulsomen  sJeweil  BISTEMTT  HLICLISTIMID  DI6L6VH
Uydameod  gaideny  saualldbaliuGald  Gured  Fwowred  selalbsliLGalsBsTar 2 flenio

BETCTHEE Qmobadamgl. (R2)

QrsagiusHHeten G ILILIBH6L

1. msjusuy Biridueten QuBECBTeIET DieTe), aUTEMIHHE L6 eILIRISGST, aITHMIGHSH0 LiwenlsHd
Lwienisefengid Fmyaulengid elugd (peHedul SHefbLT eLIBIE6T DL HIS6TEH alCTaiDd HIGTLNIT
OamLjguren elurmismsn GFemel IPBIGHT HILL HAHLOSBID, E6OmIndL QTSI  LIWTLIT[HES6IT
UMMESH  DisvevdHl Couyl gHTeus Sy Hiplevend Helly, Sibs Seallpufler  elGLLSMS
OUBBIBOHTETENTIOE,  6lHHOUTH Sy HIUUSGD OeleNlLUBHHEFLIH]  61ID  HHHMHW
Qusadwiorer  HapUT  alughiselst  @rsaduihbseimn  CuemliLGaisBsTen 2 flewwo  (Ri4)
BIBTCTHEE G HBH MBS,
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uTsl 3 - HIsTCeumfler &LenLoaseit

QuBCBTEiw 2 BusHHsmenud LBBID/Dis0e0EH THGLTmHsT lBHCWTE GFemeusnWUD CLBBISCBTETETED

1. eflOuT@L Semenulid  LOBBID/Bievevd  CUBEBTEIW 2 BusHFHsmenuyd  QUBBISCBHTETRISHBE

LN6TQUHEUST 2 _6ITOTL BIBEVTH:

a. Fflwurer efOUTHET HNMHHD AUTHMBHMSH HBIGHSH AITHAIHI T RUIBHHMS ST &HH60

b. eflQurmeit PriuGaens CrrHPHlsd GHTemeBLF MU DisvevdHl Couml gHTalm BevHBTeuied

© _LISJEIMIGMeT LITaldabEamL TH 61D HISTEaITTeN HLenid

C. H&IHS aflOUTHEDGE WLBBID. . D0H HiGBTbHe agemenul GUBCBTew 2 BUSIHBE HIGTCT]T
CFeHsH Ceuemnoul 2 Flul FHe0 &L L UIMHBIGMETULID CFVIGHHID HL WD

d. msyeouny QuUIgmLWTESID SBUILTED BL HHICHTeTeN CalewmiBOOMID Sl enip

€. &L S edLH6Meir cpsulomd QEBTHLILISIOHMET CFaHHID CUTal gHTalgk BGosvds

&L emimisene BIGTCaIT] GFasHasid sLemip (O1)

f.  oemFungd QFTHHGEHEHHE DV0EH JAMFUID QFTHHIBHEHHE GBUGBD gaHTalgh UTHIemL
HNTHHIHOBTTEHID HHHeL GLOHIITE QITEHMEHMS CFIHSH BHIHTCUTHHE E(HbDH6ns

&HL_6WLD

FHmBHLULGHH60 Souafulss GUTHL 6T CFemausmss elBCWTE wsBETIL GUILLTBEFWIWNLL B6iT6T
CaremaulILTBHEMENT LT HHOFUINIHBHTEN HLMID HIHTCMTHHE EHEHBGTHBEHI.

BISTCaTT (WemmULTHESS6IT

Cxema eUPBIGID HIlIHE (WBIUTEG QFu WL BeTen L FHFH60, JsiaTy DibsH CaFemer aIpBIGD
SIIGEE OFUIWIILL (BHeTen  SHHmBUW (WBUIUTEG  CFuIwiul BeTengl  sl6iliend  HagdhLI ILSBST6T
gHMIH HloH OFHTLIL pelembHHen LigHenwl, GFemel aIPHIGD SHIIUHEG STEILIHGHID DIeV6VSH
1B Goury (wpsBLILITL_ (B B LI (ETHEN D BL LI pemmuiled GSEIIGOF WL (HeTememy)
CpmauliLBHSUILGL CuTdl UmESGHaNHEH FLFULNEGL amBuUlsd HaTalLD medHHIH0HT6TeIS
BIBTCaITMBGIW HLemwin@. (03)

GHTSHMPLD, UTHISTLL|, FHBMITL 6D

BIBTUISl6T  eueTTHSHIHeI6TeN  Disvevd I  CQUEeTeTd  Cumdl @ miselevsien  BHLTHEHDHES
2 | BHTWHISMET gBUBSSHIU @ UUHSHT  i00H UTHISTILBDB  ellsHdHHed  QuBEBmeiw
eflOUTmHeeT  SisLsvFH  CUBGBTAIW o BusHSHHemeT  LTANILHENBHEH  61IPD  DNHHMBW  DYLISHSI
Benevenl HealJHHIGECHTETaIHBETN HLMID HISHTCUTHEEG E[HHD IS
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uTE 4 - SmIs gBUTBSEIT

OFWELIIIOILIMED

L. 1961 @er 28 b RPevdbs @R.0Udm.  FLLHFHO @SEUIHOFLIWLLL (Beien  gBUTHETNRIHID,
ISMOMULUBHH ubH 2002 Geir 33 b Revdd B.0U.dn. FLLSFHBETa (NG gBUTBSST) HHBHBH0
FLLSHsvieen gBUTGSeMengid, 2002 @sr 35 b Gevds @evmensl QUTSHIN LIWETUTHSE6T SLemeuTdhd 1y
FLLSHaTe0 @.0UT.L.S),. GWasEE 2 fHHeMbslUlBeTen AHBMHHHHARSMMBID, AHMMNLBHIHI
I(hBBLILL(heTenn  SiewoFFTemaluie  SToTemSeMeHID  (W6FHd — DiwFHamed 2 mIFHOFIuIILIL
Geuemwrnigwt) Ulyemyd  Huwimflésiul Geien  GQUBEBTeIW  sTflOUTHL Sewenuid CUBEBTEIW 2 [BLIdHSHMeTUD

BIBTSB BIGT6aTfen o flenindEnd HLmDSHEHD 2 6Ten BB RbeH pelewIDd GF UL IGLNILD.

2. ObH Ssuewid, GBOETSTEMILGL HHSHIHBHEHHEH 600H LHW  QmGaldser, ald(pempssl,
el FHHCHTemaussT  (pHelweuBplels  SBeMIHEnSEG DeWmS  JNaCOLTWRSH  HBHSSLILGL. BbHD
AU SHHBET  DHHMBUW  JHTaIH  HHHIHBHeNT 2 i (pevpuled OUTHISHeM6T — HouaHHBES

Qsmemt(BeuriLBLD.

GeuefluiBid elend®micbEnHLD

1. @b AauebHer @m LUrd (Arhsend, SOD, yhisd fFul Gorhseaisd) @Revmensll GUTHIL
LIWISTUT(HH6T SLmeTB@GH 1) DANBHHVID, CFeme aUPBRIGID HILILSTNNIH FH6O AUTIQHMBUITEN] GFemel
BleneowmIGTeID,  LATTHSIUL . (LPBHTEDIDWTET]  DHEVIOICVSHHIBTID — SIPEDIOWITET  Djsvielsvd  GBImiGerlsd

OUTHILES6T UTTUILSBETS eUbHSLILIBLD.

2. ouCreid BUT @MU BhdH pouewmSIHe @ sgaill LrHew  CFmer eupmIGL SIS
SIS HIHMIBHSHID, @Revmiensll  OUTHIL  LWSTLUTGSHET — UmemibGpelle  SigVIeNsSHH e (HHSHID,
opgmhies  Qauefuil G usllwesselmbaiId CUBBIECETsTETTD. Rbd paMSHHN CILoslT  ATFHHMS
Cxemean QULPMBIEHLD S seTengID, [OMLTEOE AN QumrgIl LT (Has6iT ,EM6W1 G (el GHILD

BevswiSHHeNmIE6TNeMHbHH SOMESID OFUISHIOHTETETEVTLD.

3. @80 o mBuleien  EHISTCTHT o flemindEpd  HLMIOBEHID CBHTLTUTEN  6JHToUSH  eieTdhHhISH6N
Slsevgdl Bsvdd  alugmissT GHeweuliBd steuCranid BLT, SC  SILLLB6Tenm  QHTLTLOET6T6NSImIg U
eluyhiseilen o 16 Gevmensll QUTHIL LWTUTHE6T D ememidb@ el bisTar] eleusmymisst Lfle s

OHTLILQETIH AHHMBUI 6N BIGMEMUID eLFBIGHNETUID CLBBIGGHT6TETVTID.

BIBTCaTT aleusmymiseT Lifle)

BeomInaL QUTSHIL LWITLTBS6T  SY,em6uTdhE (L0
6-ougl oMy, @.60. aUJHHH GHTLTLD

BevdbdID @28, LHU MIDHH aid)

Gsmupy 03.

OFTemeBUS @evdaid: (011) 2392607/8
OmTemeuhEH Bevdamid: (011) 2392641

edremmehasv: consumers@pucsl.gov.lk
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6 6M(T 62160 & 6U0T Tl 61T

"opememb@ " eteiLgl 2002 @6 35 b BRevdd FLLSHH S HTLISSILL (Heien  EeomienasLl
CUTEHIL LWSTUTESHET SPemebEG D 616l GLITHsTUGLD.

“QuBCBTedw  TlOLTmeT  QIPBRIGD  HIUIY”  eTIUGH FHL  elemdWTer  GUBGMBTsLBMETULD,
Lo6wT QlemT 60T QemTU IEHWILID,  leFemeOU|ld, OUBIDE CFJbheH 2 MUSHBMEMUD QIPBRIGLD D06V
HVBGID BT eV60GH 1DFOHEMTOEmUIMUI  FHHBFHGID DeVeVH FHTUCHTMH  HHSHBHTETEUT6
el OUIT 6T HoNMehFUIHmaB HHeISH@GHID HDL6T 66 CLITHTUBLD.

“QuBBmTeiuwl  HIBTEMTT”  6l6iLG  FHBHBHHHSIILI BTN  DlsLeV I  HEVHBLILIL BTN  JHTICSHT(H
QuBCBTeiw 2 MusHdulen WIS LTeNeneTUWITEN] 61601 GILITHSTLIHLD.

“EuUBCBTEiW  euTgdHemEWITeTS” eeml ] sTNOUTHeT HHH SR SN OGBS, SemehFwBHSHID
ST O®HH  Dievevdh  Fevevens  elwmUTHAUI_WmbH GUBEBTEW 2 _BLGHHHmen CBTaiTal66)
Qe oievevg CUBCBTeIW CFemeusenst GUIBID aTeUCTENID HUT @MHAUT DLEVH FHTOUGGHT(H

Tl 1Igenemibd HBIOIGTLD 6T6d CQUITHEITLGLD.

“OuBCBTeiw 2 _BubdHeen” sieilg FoHev HIHHeoren CLBEMBTED, eTblswTeRNIOsmILI, e&F60 LOBHBID
Siaupplenr GuEIEg CFIhed CUTHL S6i 66 CQUTHETLIHLD.

"QuBCmTedlw BFemen” ereiiughl erflOUTHET MBGWITE BFemau WBWID LSTHHeaNE@GHID HILLN6IT6L,

HeNMEehFAUNILBHSHID HIUITemTs0 DisLevd Flevsvenms elwmLTFulenmsd aIPRISIILIGID FIDLIHS LGS 6B
gemerill BFemeudmeil slenl GUITHETLIBLD.
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STATEMENT OF RIGHTS

AND OBLIGATIONS OF

CONSUMERS OF ALL GRADES
OF PETROL, KEROSENE AND DIESEL
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\ PART 1 - GENERAL PROVISIONS

A. BASIC RIGHTS

Petroleum consumers have the following basic rights with respect to the supply and
use of Petroleum Products and Services:

W o N O Uk DN R
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17.

18.

19.

Right to be informed (R1)

Right to receive equal treatment (R2)

Right to satisfaction of basic needs (R3)

Right to consumer education (R4)

Right to choose and have access to a variety of products(R5)
Right to fairness in recovering expenses (R6)

Right to redress (R7)

Right to minimum standards of service and product quality (R8)
Right to be free from arbitrary allegations (R9)

Right to be presumed innocent until proved guilty according to law in a public trial (R10)

. Right to be free from arbitrary interference with privacy, family or premises (R11)

Right to a safe and healthy environment (R12)

. Right to receive compensation for any damage due to contamination or disturbance (R13)

Right to confidentiality (R14)

Right to Safety and protection from hazardous goods or services. (R15)

Right to be Informed and protected against fraudulent, deceitful or misleading
information. (R16)

Right to have access to accurate information and facts needed to make informed choices
and decisions. (R17)

Right to be heard and to express and represent consumer interests in the making of
economic and technical decisions. (R18)

Right to Consumer Education and to become a skilled and informed consumer capable

of functioning effectively. (R19)

The code representing the relevant basic right (from R1-R19) is indicated in front of each of

the consumer rights stated under Part Il of this statement.
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B. BASIC OBLIGATIONS.

Petroleum consumers have the following basic obligations with respect to the supply and

use of Petroleum Products and Services:

Obligation to comply with legal and regulatory framework (O1)
2. Obligation to pay all charges legitimately charged or levied by the goods and services
provider (O2)

3. Obligation to provide assistance to Products and service provider, in order to ensure the

provision of an efficient service (O3)

4. Obligation to ensure public safety protection of environment of General public. (04)
5. Obligation to provide information to Products and service provider, in order to ensure

the availability of right product and an efficient service (O5)

Obligation to protect the service provider’s property and corporate image (06)
Obligation to be aware of the correct product and safe handling of goods before

purchasing. (07)

Obligation to honor, government’s needs and wants. (O8)
Obligation to Complain and inform business and other consumers of dissatisfaction with

a product or service in a fair and honest manner. (O9)

10. Obligation to be an Ethical Consumer and to be fair by not engaging in dishonest

practices which cost all consumers money. (010)

11. Obligation to Respect the Environment and avoid waste, littering and contribution to
pollution. (011)

The code representing the relevant basic consumer obligation (O1-11) is indicated in front of

each of the consumer obligations stated under Part Ill of this statement.
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\ Part 2 - CONSUMER RIGHTS

Purchasing fuel or Petroleum product

10.

Consumers have a right to request the available products which have to be fulfilled. (R1)
Consumers have a right to receive right quality and quantity of product without any

undue preference or discrimination (R2)

Consumers have right to be redressed and to be compensated for pumping wrong

product, providing inferior goods, at the fault of the pumper/customer attendant (R7)

Consumers have a right to know the place at which a required product is available (R4)
Consumers have a right to be received right quantity and quality petroleum product for

the money charged by the pumper.

Consumers have a right to receive an ownership details of the filling station for making

complaints to the regulator (R1)

Consumers have a right to demand reference volume verification Jar for a verification of
fuel dispensing pump accuracy (R5)

Consumers have a right to receive a receipt/bill.

Consumers have a right to be made aware of statement of “Rights and Obligations of
consumers of all grades of petrol, kerosene and diesel” and receive a copy from the

service station for reference.

Consumers have a right to obtain a required product even during power failures through

temporary electricity back up supply.
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Consumer Complaints

1. Consumers have a right to make any complaints (relating to the supply and use of
petroleum products) to be resolved through the complaint handling procedure. (R7)

2. Consumers have a right to lodge any complaint in writing by post, fax or email or orally (by
visiting or over telephone) with respect to the supply and use of petroleum products at:

a. respective Area office, customer care unit or DGM (Marketing), in the case of
Ceylon Petroleum Corporation

b. respective Area Manager's office or Manager (sales), HO, Lanka IOC, Colombo
or any other authorized licensee. (R7)

3. Consumers have a right to receive an acknowledgement for any complaint made (in
writing or orally) to the products and service provider:

4. Consumers have a right to know the current status of any complaint lodged with the
service provider (R1)

5. Firstly, consumers have a right to receive solutions from immediate service provider to
any complaints within eight (8) days from the date of the complaint made. However, in
the event, such service provider shall not provided a solution within 08 days or
complainant does not agree with the resolution provided, consumers have a right to
forward such complaints to a higher officer of the service provider.

6. Consumers have a right to receive a resolution for any complaint lodged with such higher
officer of the service provider within a period of fourteen (14) days from the date of the
complaint (R7)

7. However, if the matter is required to be referred to a higher authority by the relevant
officer in order to provide a resolution, the consumers have a right:

a. to be informed of the same, within a period of fourteen (14) days from the date of the
complaint; and

b. to receive a resolution within a period of twenty-eight (28) days from the date of the
complaint (R7)

8. Consumers have a right to know the next course of action, that may be initiated, in case
if he or she is not in agreement with the resolution received from the service provider (R1)

9. Consumers have a right to refer any dispute that arise with the service provider, in
connection with the supply or use of Petroleum products, to the Commission provided
that the parties have not been able to resolve it through the dispute resolution procedure
prescribed by the Ministry in charge of Petroleum or the Commission (R7)
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Communication with the service provider

1. Consumers have a right to know the contact details of the service provider and any
revisions to same (R1)

2. Consumers have a right to have a facility to inform the service provider in case of a
shortage of supply or an emergency (R1)

3. Consumers have a right to make appointments to meet relevant officials of the service
provider to discuss or clarify any matter connected with the fuel supply or product
quality (R1 and R4)

Fuel and petroleum product quality

1. Consumers have a right to receive a Petroleum products and fuel supply as per prevailing
marketing specifications of the oil company. (R8)

2. Consumers have a right to receive a minimum time period for any planned changes to
existing specifications (R1)

3. Consumers have a right to be informed of any changes in quality or specifications as early
as possible (R1)

Health, Safety and environment

1. Consumers have a right to be protected from damages arising from Qil fire accidents and
supply of inferior quality petroleum products (R12).

2. Consumers have a right to be protected from dangers arising from unsafe operation of
Fuel Filling Stations. (R12)

3. Consumers have a right to be educated on how to prevent fire hazards during pumping
fuel (R4 and R12)

4. Consumers have a right to receive immediate corrective action by the service provider
when any unsafe condition or pumping of incorrect product pertaining to the fuel or
petroleum product is reported.

5. Consumers have right to receive information about any health hazard due to petroleum
product or additive.
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Miscellaneous Rights

1. Consumers have a right to obtain a detailed bill of all products received from the service
provider. (R1)

2. Consumers have right to claim for the damage and repair cost if the pumper uses wrong
nozzle to pump fuel.

3. Consumers have right to claim for the damage and compensation if fire broke out due to
unsafe unloading of a product.

Equality in treatment

1. Consumers have a right to be treated equally to other consumers of similar category or
nature and free of prejudice or disadvantage (R2)

Confidentiality

1. Consumers have a right to privacy and confidentiality, whereby the service provider shall
not disclose the information with regard to any consumer, including the personal details
of consumer quantity of fuel pumped in, registration details of the vehicle, details of
passengers and driver to any party other than the judiciary, the Commission or any other
government institution, without obtaining his or her consent (R14)
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\ Part 3 - CONSUMER OBLIGATIONS

Obtaining Petroleum Products and/or Fuel supply.

1. Consumers have an obligation to fulfill the requirements, specified in the supply goods
and services manual of the marketing company, with respect to obtaining fuel, and/or
Petroleum product including:

a. parking vehicle at the right fuel bay and switch off ignition;

b. Consumers have an obligation to not to use mobile phone or any other electronic
devices during the pumping process;

c. Consumers have an obligation to settle all charges due in respect of fuel and/or
other petroleum products received in situ.

d. Consumers have an obligation to be polite and tolerance.

e. Consumers have an obligation to payment of any additional charges in the event of
payment by credit cards. (O1)

f.  Consumers have an obligation to drive away in a gentle manner to avoid any damage
to movable or immovable property.

Consumer Complaints

Consumers have an obligation to retain proof of any correspondence with service provider in
respect of any complaint that has been lodged with the service provider, to be submitted to
the service provider or the Commission when required as stipulated in Consumer Complaint
Handling Procedure (O3)

Health, Safety and Environment

Consumers have an obligation to refrain from using petroleum or petroleum products in a

dangerous or unsafe manner which can cause injury to the persons at the consumer’s
premises or public at large.
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\ Part 4 - Final Provisions

Effectivity

1. This statement of rights and obligations of Petroleum and Petroleum Products consum-
ers, which has been prepared in terms of provisions given in the CPC Act No. 28 of 1961
and its subsequent amendments together with CPC (Special Provision) Act No,33 of
2002 and powers vested on PUCSL under Public Utilities Commission Act No.35 of 2002
and subsequent cabinet decisions.

2. This statement would be revised from time to time in line with the modifications made to
or prescription of new regulations, rules, codes, etc. Any such revisions to this statement
will be duly brought into the notice of public.

Publication And Clarifications

1. A copy of this statement (in Sinhala, Tamil and English) will be made available for refer-
ence by general public during the working hours at the Commission and at all customer
service centers and area/Regional offices of the service provider.

2. Any person may purchase a hard copy of this statement from offices of the services
provider, the Commission or the Government Publication Bureau. Soft version of this
statement is available to be downloaded on the Websites of the service provider and the
Commission.

3. Any person, who requires any clarification or further details with respect to the rights and
obligations of petroleum fuel consumers contained herein, may contact the Consumer
Affairs Division of the Commission via the contact details provided below;

Consumer Affairs Division

Public Utilities Commission of Sri Lanka
Level 06, BOC Merchant Tower

#28, St. Michael’s Road

Colombo 03.

Telephone: (011) 2392607/8

Fax: (011) 2392641
Email: consumers@pucsl.gov.lk
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Definitions.

“Commission” means the Public Utilities Commission of Sri Lanka established under the Act
No 350f 2002.

“Petroleum fuel Provider” - means either crude oil refiner or any intermediate fuel storage
company or blender who provide all categories of petrol, kerosene, diesel and value-added
products.

“Petroleum Consumer” means - end user of any refined or blended petroleum product.

“Petroleum Customer” means- Any person or corporate entity purchase or obtain services
from Refiner, stockiest, or retail dealer.

“Petroleum Products” means all grades of petrol, kerosene, diesel and their value-added
products.
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