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Consumer Difficulties,
Increasing Pressure on
Distributors and Staff,

and the Need to Consider
Ground`Level Realities

Toli Aksharam/State Representative
(P. Saidulu), August 19:

The regularisation of LPG connections,
identification of multiple connections
held by the same person, prevention of
misuse of subsidy, and ensuring that
government benefits reach only eligible
consumers are undoubtedly legitimate
and important public`policy objectives.
However, while framing a policy is
important, implementing it fairly, trans-
parently, humanely and practically at
the ground level is equally important.
Particularly when connections that
were legitimately issued under the poli-
cies and practices prevailing at that
time are now being regularised under
changed norms, the circumstances
under which those connections were
originally issued must also be taken
into consideration. Why Did Multiple
Connections EIist in the Past? In the
past, it was common for families to
have more than one LPG connection.
Connections of different Oil Marketing
CompaniesHP Gas, Bharatgas and
Indanewere often taken in the names of
children, parents or other family mem-
bers. Such connections were issued in
accordance with the rules, policies and
practices prevailing at that time and
based on the requirements of families.
Therefore, consumers who obtained
such connections under the prevailing
rules should not automatically be treat-
ed as having acted improperly merely
because the rules have subsequently
changed. If regularisation is required, it
should certainly be undertaken. But it
must be accompanied by clear commu-
nication, reasonable time, an opportuni-
ty to eIplain individual circumstances
and a proper mechanism for resolution.
; One`Connection Policy Must
Consider Family Realities Regulating
multiple subsidised connections is nec-
essary. However, every family situation
is different. Some children live in other
cities for employment. Others are
studying or working abroad. In many
cases, married children live separately,
while elderly parents continue to live at
their original residence. Therefore, reg-
ularisation should consider family sta-
tus, separate residence, age, actual
usage and whether the persons con-
cerned constitute separate household
units. A blanket approach may create
genuine hardship for legitimate con-
sumers.; Special Consideration for
PMUY, DEEPAM and Other
Government Scheme Beneficiaries The
Government has provided LPG connec-
tions, particularly to women from poor
and economically weaker sections,
through schemes such as Pradhan
Mantri Ujjwala Yojana (PMUY) and
Deepam, with the objective of provid-
ing clean cooking fuel and freeing
women from dependence on firewood
and traditional cooking methods. The
purpose was not merely to provide a
cylinder connection, but to improve the
health, dignity and quality of life of
women and economically weaker
households. Therefore, an important
question needs to be asked: Can every
beneficiary, particularly an elderly or
economically disadvantaged woman,

independently operate a smartphone,
mobile application, password, OTP,
Aadhaar authentication and e`KYC
process? This is an issue that policy-
makers must seriously consider. Having
a smartphone is different from having
the ability and confidence to operate it.;
Digital Convenience Must Not Become
a Digital Barrier It cannot be assumed
that every consumer owns a smart-
phone or is capable of independently
operating digital applications. The diffi-
culties faced by elderly persons, rural
women, economically weaker families
and people with limited digital literacy
must be recognised. Opening an appli-
cation, remembering passwords, enter-
ing OTPs, completing Aadhaar authen-
tication, undertaking e`KYC and book-
ing a refill through a mobile application
may not be simple for everyone. Digital
availability is one thingÑ digital capa-
bility is another. Digitalisation should
bridge the gap between citizens and ser-
vicesnot create another barrier. ;
Mobile`Only Booking Needs
Ground`Level Reconsideration
Promoting digital booking is certainly
in line with technological advancement.
However, the requirement that con-
sumers should book LPG refills only
through mobile`based systems needs to
be eIamined from the perspective of
actual ground`level conditions. A regis-
tered mobile number may be inactive.
A consumer may not own a smart-
phone. Some elderly consumers may
depend entirely on their children or oth-
ers to operate a mobile phone. In some
households, a single mobile phone may
be shared by several family members.
Therefore, while digital booking should
certainly be encouraged, reasonable
and authorised alternative booking
mechanisms should also remain avail-
able for consumers who genuinely can-
not use digital systems. Technology
should provide convenience to con-
sumersÑ it should not become a reason
for denying access to an essential serv-
ice.; e`KYC Is Necessary, but
Implementation Must Be Humane
e`KYC can play an important role in
identifying multiple connections and
preventing misuse of subsidy.
However, failure to complete e`KYC
should not automatically be presumed
to be the fault of the consumer. There
may be several genuine reasons: *
Technical or server`related problems *
Aadhaar data discrepancies * Biometric
authentication failures * Mobile con-
nectivity problems * Consumers stay-
ing abroad * Elderly or dependent con-
sumers * Lack of digital literacy *
Other genuine personal circumstances
Therefore, before taking adverse action
merely because e`KYC has not been
completed, consumers should be given
adequate notice, reasonable time and an
opportunity to resolve the issue. The
objective should be to identify and pre-
vent misuse without unnecessarily
penalising genuine consumers. ;
Connections in the Names of Children
Living Abroad Many parents obtained
LPG connections in the names of their
children when they were living with
them. Today, those children may be
abroad for higher education, employ-
ment or other legitimate reasons. In
such cases, parents may be physically
present in India but unable to complete
the required e`KYC process on behalf
of the connection holder. A family that
had no issue when the connection was
legitimately issued should not suddenly
be pushed into hardship merely because
of difficulties arising from the present

e`KYC process. Such cases require a
clearly defined special procedure,
including adequate time and legally
permissible alternative methods of ver-
ification.;  The Distributor Is Not the
Policymaker This is perhaps the most
important issue in the entire process.
The distributor does not frame the
rules. The distributor does not decide
the subsidy policy. The distributor does
not design the e`KYC system. The dis-
tributor does not decide the
mobile`booking policy. The distributor
is responsible for implementing the
instructions issued by the Government
and the Oil Marketing Companies. Yet
whenever a consumer faces a problem,
the first person held responsible is often
the distributor. e`KYC problem
Distributor. Mobile booking problem
Distributor. Multiple connection issue
Distributor.Supply`related issue
Distributor. This is creating unneces-
sary administrative, operational and
psychological pressure on distributors
and their employees. ; Abuse and
Harassment of Staff Cannot Be
Justified Consumers have every right to
raise complaints and seek resolution of
genuine grievances. However, this right
cannot eItend to abusive language, per-
sonal insults, threats, intimidation or
unreasonable pressure on distributor
staff. The employees working at LPG
distributorships are also simply per-
forming duties assigned to them. A
frontline employee cannot be held per-
sonally responsible for a policy formu-
lated by the Government or an Oil
Marketing Company. Consumers
deserve proper service, but employees
also deserve a safe, respectful and dig-
nified working environment. ;
Consumers and Distributors Are Not
Adversaries The consumer wants time-
ly LPG supply. The distributor has an
obligation to comply with the applica-
ble rules. The objective of both is the
same: Safe, uninterrupted, transparent
and efficient LPG service. Therefore,
when a problem arises, confrontation
should not become the first response.
Putting pressure on a distributor will
not change the policy and will not nec-
essarily resolve the consumerµs prob-
lem. There must be a proper griev-
ance`redressal mechanism through
which genuine difficulties can be
addressed.; Ground`Level Realities
Must Be Considered Before introduc-
ing or enforcing major digital or regula-
tory changes, the Oil
Marketing Companies
should consider: 1. A
simple and transparent
mechanism for regularis-
ing multiple connections
legitimately issued under
earlier policies. 2.
Special provisions for
connections held in the
names of children who
are studying or working
abroad or in other parts
of the country. 3.
Assisted e`KYC facilities
for elderly persons, rural
women, economically
weaker sections and con-
sumers with limited digi-
tal literacy. 4. Alternative
authorised booking chan-
nels for consumers who
genuinely cannot operate
digital systems. 5. A
mechanism to address
technical failures and
authentication problems
before taking adverse

action. 6. Adequate notice and reason-
able time before suspension or restric-
tion of services. 7. A clear and accessi-
ble grievance`redressal mechanism. 8.
Clear communication to consumers that
distributors and their staff are imple-
menting agencies, not policymakers. 9.
Regular consultation with distributors
and field`level stakeholders before
introducing major operational changes.

10. Proper assessment of the impact of
digital systems on poor households,
elderly consumers and women benefici-
aries before making digital compliance
the sole route to accessing essential
LPG services. ; A Balanced Approach
Is the Need of the Hour Regularisation
of LPG connections is necessary.
Preventing misuse of subsidy is neces-
sary. Identifying multiple connections
is necessary. But the purpose of regu-
larisation should be to eliminate mis-
usenot to create hardship for genuine
consumers. Connections that were
legitimately issued under the policies
prevailing at the time should not be
viewed solely through the lens of
todayµs changed requirements.
Similarly, after providing LPG connec-
tions to poor and economically weaker
women under government schemes, it
cannot be assumed that every benefici-
ary will automatically possess the digi-
tal literacy required to independently
operate modern mobile`based systems.
Digitalisation is necessary  but lack of
digital literacy should not deprive a
genuine citizen of an essential service.
e`KYC is necessary  but genuine
eIceptional cases must have a practical
and legally permissible solution.
Regularisation is necessary  but gen-
uine consumers should not be unneces-
sarily penalised for circumstances
beyond their control. Rules may be
strict  but their implementation must
remain fair, transparent, humane and
practical. 
Most importantly: Those who frame
policies must understand ground reali-
ties. Those implementing the policies
must not be held personally responsible
for decisions they did not make.
Consumers must be informed of both
their rights and responsibilities. Only a
balance between these three can make
regularisation truly serve the public
interest. Technology should empower
peoplenot become a barrier between
people and essential services.
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