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CITIZENS’ CHARTER 

About the Company 
 

Assam Gas Company Ltd. stands today as one of the premier natural gas transportation 

and distribution companies in India having a network of underground natural gas 

transmission and distribution pipelines that serves about 500+ industrial consumers, 1200+ 

commercial establishments and more than 50,000+ domestic consumers in Tinsukia, 

Dibrugarh, Sivasagar, Charaideo, Jorhat, Golaghat and Majuli in Assam.. It has its present 

headquarters in the oil town of Duliajan in the district of Dibrugarh, Assam, India. The 

Company has a capacity to transport 5.5 MMSCMD of natural gas. Over the years AGCL 

has established branch offices in 12 (twelve) different locations in Assam. 

Authorizations given by PNGRB to AGCL for: 
 

• Upper Assam CGD network of AGCL (UACGDNA) to lay, build, operate or 

expand city or local distribution network 

• Assam Natural Gas Pipeline Network (ANGPL) of AGCL to lay, build and 

operate Natural Gas pipelines 

Objective 
 

The objective of the company in the context of Citizen’s Charter is to deliver the right 

quantity of natural gas at the desired pressure to its consumers, and services incidental to it 

in a safe, efficient and transparent manner. 

Vision 

Strive to be a vibrant, excellence oriented corporate by attaining leadership in the field of 

energy by providing quality service to all the stakeholders, creating an environment 

friendly business and contributing to the overall socio economic development of the 

region. 

Mission 

To fulfill the demand for clean energy of various customers- industrial and non industrial 

through superior quality products and best-in class services. 

Details of business transacted by the organization 

 Plan, develop, build, operate and maintain natural gas transportation infrastructure 

 Acquire new sources of natural gas to meet growing customer requirements 

 Transportation of natural gas to bulk consumers through steel pipelines 

 Distribute natural gas through steel and PE pipelines to : 

- Domestic consumers 

- Commercial consumers 
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- Industrial consumers 

 Compliance to statutory regulations of the gas transportation and distribution 

industry 

Details of clients 

 Bulk Consumers: Large industrial units such as thermal power plants of APGCL, 

AGBPP of NEEPCO, BVFCL, APL and OIL. 

 Domestic Consumers: Domestic consumers in the areas of Tinsukia, Dibrugarh, 

Sivasagar, Charaideo, Jorhat, Golaghat and Majuli districts where the company is 

providing piped natural gas (PNG) as fuel in their kitchens. 

 

 Commercial Consumers: Commercial consumers such as hotels, restaurants, 

hospitals, small industrial units, etc in areas of Tinsukia, Dibrugarh, Sivasagar, 

Charaideo, Jorhat, Golaghat and Majuli districts where the company is providing 

piped natural gas (PNG) as fuel 
 

 Industrial Consumers: Industrial consumers comprise mainly tea factories located 

deep in the interiors of the five upper Assam districts of Tinsukia, Dibrugarh, 

Sivasagar, Charaideo, Jorhat and Golaghat who use it for their energy requirements 

for making tea from plucked green leaves. Some of them also use natural gas to run 

gensets for their captive power requirements. 

 

 All suppliers, contractors, service providers, stakeholders, associates, neighbouring 

community, and the Government of Assam and India are the clients of the company 

since existence of each is dependent on the other. 

Details of services provided to each client groups: 

 For the bulk consumers, the company is a transporter of gas and is responsible for 

transportation of the given quantity of gas through pipelines from the supplier’s 

offtake point to the consumer’s intake point in an efficient, safe and transparent 

manner. 
 

 For industrial, commercial and domestic consumers, the company provides piped 

natural gas at the consumer premises using approved materials and fittings, 

installing and testing the piping, etc in the prescribed manner to ensure safety of the 

assets, users and environment. The company endeavours to provide accurate, 

transparent and timely generation and distribution of gas and TC bills and also 

facilitate convenient payment options. 

 

 The company provides the services to its consumers throughout the year twenty 

four hours a day in a safe and efficient manner. 
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 Respond urgently to consumers, public, administration, mutual aid partners for any 

emergent situation arising out of natural gas transportation through pipelines. 

 

 Provide the services as per the Petroleum and Natural Gas Regulatory Board (Code 

of Practice for Quality of Service for City or Local Natural Gas Distribution 

Networks) Regulations, 2010 vide Gazette Notification GSR 720(E) dated 01-09- 

2010. 

 
 

Sl. No. 

 

Nature of Service 

Service  

Remarks delivery 

standard time 

 
1 

New Connection for supply  
30 days 

Subject to availability of pipeline 

network in the vicinity and fulfilling 
of piped natural gas to 

technical and commercial 
domestic consumers 

  

  conditions.   

 
2 

New Connection for supply  
30 days 

Subject to availability of pipeline 

network in the vicinity and fulfilling 
of piped natural gas to 

technical and commercial 
commercial establishments 

 

 conditions.   

 
 

3 

   
 

3 months 

Subject to availability of pipeline 

New Connection for supply network in the vicinity, signing of 

of piped natural gas to Gas Supply Agreement after 

industrial establishments  fulfilling technical and commercial 

  conditions   

4 
Address customers   

At the earliest 
Depends upon nature of complaint 

complaints    and priority.  

 
5 

 
20 days from 

Online bill viewing and payments 

Generation and distribution of system for domestic and  

close of billing 
gas supply bills   commercial consumers is 

period    available in the website as well as UPI 
Platforms 

 

Details of grievance redress mechanism and how to access it: 

To improve customer satisfaction, the Company has appointed Customer Grievance 

Redressal Officers responsible for managing any complaints, grievances, requests 

not settled within a reasonable period of time by the concerned officials / 

department. 

Customers are to contact the respective Officers-in-Charges of the nearest branch 

offices [whose names and contact details are in Annexure – A] for any complaints, 

grievances, requests, etc. Online complaint handling mechanism is being 

developed and will be available through the company’s website www.assamgas.org 

shortly. 

http://www.assamgas.org/
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Expectations from the Clients: 

� 24 X 7 uninterrupted gas supply. 

� Easy bill viewing / receipt and payment mechanism. 

� Cost effective services. 

� Quick redressal of grievances. 

� Maintain Quality of Services 

� Convenient methodology to get new connection. 

� Ensure necessary safety measures 

� Awareness on safety measures amongst customers from time to time to avoid any 

mishaps. 

� In case of any network outages, inform customers about it by any means of 

communication and restore supply at the earliest. 

 
Customer obligations : 

 Adhere to the company’s terms and conditions of supply of gas 

 Pay the gas bills within the due date 

 The customer shall follow the safety guidelines issued by the company or any other 

statutory authority regarding supply of gas 

 The customer shall promptly report about any damage to or any leakage from any 

of the equipment. 

 The customer shall not alter the PNG connection that has been provided within the 

premises without the consent of the company. If any modifications are required, the 

same will be carried out by the Company’s authorized personnel only. 

 Not to make any cash payments to AGCL authorized representatives while 

providing services at the customer premises 

 Report to Grievance Redressal Officers if any company personnel ask for 

unauthorized cash payments. 

 To verify the identity of the personnel attending to service call in customer 

premises 

 Allow company authorized personnel easy access to collect gas meter readings and 

periodic inspection of house connections. Service Form is attached in 

Annexure – B. 

 The consumer shall use PNG supply for the registered premises only and shall not 

re-supply to any other person under any circumstances. 
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Safety Guidelines 

The Safety Guidelines are attached at Annexure – C. 
 

To ensure safe and efficient transmission and distribution of piped natural gas across all 

CGD customer groups, the company provides a Safety Card and the company’s personnel 

explain the safety aspects to the customers and users of the services. The customers are 

expected to follow the safety instructions and not undertake any 

alterations/modifications/additions in the gas delivery system. If any changes are required, 

the company may be contacted who shall depute authorized personnel to carry out the 

work as per approved commercial and technical procedures. 



 

 

 

ANNEXURE – A 

Names & Contact Details of Site Officers 
 

Information on the following subjects can be obtained from our officers listed 

below:- 
 

Sl. 

No. 
Name of the 

Officer 
Location of the 

Offices/Grids 
Telephone Email ID 

1 Mrs. Priyanka Das 
DIBRUGARH 
TOWN 

9706953734 priyanka.das@agclgas.com 

2 
Mr. Partha Protim 
Gogoi 

DIGBOI, 
MARGHERITA 
AND LEDO TOWN 

7002332105 
uddipta.rajkhowa@agclgas.c
om 

3 Mr. Kanak Saikia 
DULIAJAN & 

9101971525 kanak.saikia@agclgas.com NAHARKATIYA 
TOWN 

4 
Mr. Madhurjya 
Pratim Borah 

JORHAT AND 
TITABOR TOWN 

8471940617 
madhurjyapratim.borah@agcl
gas.com 

5 
Mr. Udiptajyoti 
Gogoi 

MORAN TOWN 7002845119 
udiptajyoti.gogoi@agclgas.co
m 

6 Mr. Arup Baruah 
SIVASAGAR & 
NAZIRA TOWN 

9435055540 arup.boruah@agclgas.com 

7 Mr. Ujjwal Gogoi TINSUKIA TOWN 6001528544 ujjwal.gogoi@agclgas.com 

8 
Mr. Uddipta 
Rajkhowa 

GOLAGHAT 
TOWN 

9706238817 partha.gogoi@agclgas.com 

 

Forms and Applications 
 

Sl.no Title of the form Fee to be paid Whom to 

contact 

1 Application cum Agreement Please see the website 
https://assamgas.org/domestic.p
hp 

OIC 
form for New Domestic PNG 

and Commercial PNG  

Connections  

2 For all matters, please contact the   

respective grids Officer in Charge 

 

Information on how to obtain gas connection, fees, security deposit, etc and any 

clarifications may be obtained from the OICs of the site offices or from the company’s 

website https://assamgas.org/domestic.php If not satisfied, customers and public may 

contact the Grievance Redressal Officer Mr. Rupamesh Saikia, Sr. Manager (CGD) 

(nodal.cgd@agclgas.com) at their Duliajan office. If still not satisfied, Mr. Devasish 

Gogoi, Ombudsman, AGCL may be contacted at ombudsman@agclgas.com. 

* * * * * 

https://assamgas.org/domestic.php
https://assamgas.org/domestic.php
https://assamgas.org/domestic.php
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