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To normalize the acceptance and treatment of the complaints and tip-offs
lodged through 12398 electric power supervision hot line and guarantee the
rights and interests of relevant individuals and organizations to lodge
complaints and tip-offs according to law, we have formulated "Provisional

Regulations regarding Treatment of Complaints and Tip-offs Lodged through



12398 Electric Power Supervision Hot Line of National Energy Administration".
We hereby print and distribute this document to you. Please abide by and

implement it.
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Provisional Regulations regarding Treatment of Complaints
and Tip-offs Lodged through 12398 Electric Power

Supervision Hot Line of National Energy Administration
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1. General Principles

F—2%k T HVE 12398 BEIE I E A BORHRAL BE AR, fRERA A AM
HLUTAR YRR 2, IRIEA R ITBUEM. &=, HEARInNE.

Article 1 In order to normalize the acceptance and treatment of the
complaints and tip-offs lodged through 12398 electric power supervision hot

line and guarantee the rights and interests of relevant individuals and



organizations to lodge complaints and tip-offs according to law, we have
formulated these provisional regulations according to relevant laws,

administrative regulations and rules.
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Article 2 These provisional regulations are applicable to the acceptance
and treatment by the detached offices of National Energy Administration of the
complaints and tip-offs lodged by relevant individuals and organizations
through 12398 electric power supervision hot line (hereinafter referred to as

12398 hot line).
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The complaints and tip-offs mentioned in these provisional regulations
refer to the matters related to the industries of electric power, nuclear power,
coal, petroleum, natural gas, new energy and renewable energy resource, etc.
covered in the scope of of official duty of National Energy Administration and

its detached offices.
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Article 3 Complaints and tip-offs are subjected to localized management,
and National Energy Administration and its detached offices shall be

responsible for the acceptance and treatment of complaints and tip-offs.
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In the case that a complaint or tip-off is believed to be significant or

involved in complex situations by a detached office of National Energy



Administration, this detached office can report it to National Energy

Administration for treatment.
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Article 4 The detached offices of National Energy Administration shall
treat the complaints and tip-offs according to law fairly and timely, pay close
attention to the social hot issues related to people's livelihood, establish a
problem oriented supervision mechanism, and build 12398 hot line into an

important energy supervision channel linked to people's livelihood.
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Article 5 The detached offices of National Energy Administration shall
accept and treat the complaints and tip-offs covered in the scope of their
official duty according to these provisional regulations, improve and make
perfect the closed-loop management system and the internal linkage and
external synergy working mechanism for treating complaints and tip-offs, and
normalize the work procedures of acceptance, sorting, treatment, reply and

return visit, etc.
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In the case that a complaint or tip-off is in the scope(s) of official duties of

other government department(s), it shall be treated through negotiation with



the government department(s). If it is necessary to ask other authorities or
departments to coordinate for prior investigation, the complaint or tip-off can be
submitted to the authorities or departments concerned according to relevant
regulations. If it is confirmed that the complaint or tip-off is not in the scope of
official duty of energy supervision, it shall be transferred according to relevant

regulations.
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Article 6 The personnel of the detached offices of National Energy
Administration shall fulfill their duties, handle matters impartially, make sure of
facts, distinguish the responsibilities clearly, publicize legal institutions, carry
out education and persuasion, and treat the complaint or tip-off timely and

properly without any prevarication, perfunctoriness or delay.
TAENGA TINERZ —H), B4 A

In one of the following cases a member of working personnel of a
detached office shall shy away the acceptance and treatment of complaint or

tip-off:
(—) SHRUFBIFIAAFER RN,
(1) has stake in the complaint or tip-off;
(=) H5HRFANAGHFRARN;
(2) has stake with a party concerned;
(=) H K AEVR IR HA U A N 22 8] 38E 1 H A A5 7

(3) In any other circumstances in which the detached office of National

Energy Administration believes that shying-away is necessary.
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Article 7 Put 12398 hot line into service nationwide uniformly. Any
organization or individual can lodge a complaint or tip-off by dialing 12398 hot

line, or sending a fax or an email.
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The detached offices of National Energy Administration shall organize the
popularization and publicity of the logo of 12398 hot line and carry out the

investigation of its social awareness in good time.
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Article 8 The detached offices of National Energy Administration shall
register, number the complaints and tip-offs and set up files for them for
bringing them into archives management, and shall check the wind-up rate, the
return visit rate and the satisfaction rate of the parties concerned regarding the

treatment of complaints and tip-offs on a regular basis.
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Article 9 The detached offices of National Energy Administration shall
publicize the treatment of complaints and tip-offs and receive public
supervision according to the stipulation for information disclosure of

government.
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2. Treatment of Complaints
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Article 10 A complainant shall provide the following information and data

when lodging a complaint:
(—) R NRER ECE PR AT R T, B R A K

(1) Name, address and contact information of the complainant as well as

the name(s) of the respondent(s).

() BUFRFIL BURER, ISRFEIHE R, OB eir. 1]
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(2) Complaint matter, complaint appeal and the information related to the
complaint matter, including written information, photos, audio recording and

video recording, etc.
(=) EZEEIRFRIR AU SRR B HAR RO

(3) Other information required by the detached office of National Energy

Administration.
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Article 11 The detached office of National Energy Administration shall
decide whether the complaint is accepted or not within seven days from the
date on which the complaint is received. In the case that a complaint is not
accepted, the detached office shall explain the reason for not accepting the
complainant, and shall inform the complainant of the transfer of the complaint

matter if it is to be transferred.
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Article 12 The detached office of National Energy Administration shall

accept the complaint if it satisfies the following conditions:
(=) H I PR AR BT A 5

(1) There are a definite complainant and definite respondent(s) in

connection with the complaint.
(=) AWIBRHRURIE R FIRIBE

(2) There are definite appeal, facts and reasons in connection with the

complaint.

(=) JE T E KRR A ILIR AU BEIR I B0
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(3) The complaint is in the scope of official duty of National Energy

Administration and its detached offices.
F+=% A MERZ 8, EXRERRIREVA T 2.

Article 13 The detached offices of National Energy Administration will not

accept the complaint in one of the following circumstances:
(—) FFNSEFFIBA T E KRN
(1) The complainant has no stake in the complaint or tip-off;
(=) BUFFTIA R T EE KAl m A IR AL B 5 B ST va FE A s

(2) The complaint is not in the scope of official duty of energy supervision

of National Energy Administration and its detached offices;

(=) HUFFI OB AR 28 YR i TR WA E i
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(3) The complaint has been or shall be settled via judicial action,

arbitration or administrative review, etc according to law.
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(4) The complaint shall be treated in advance by an enterprise or other

organization according to laws and regulations or relevant national regulations;
(1) FOFHEBHINBEARFTEH RIERE IEE R

(5) The content of complaint does not comply with relevant laws and

regulations;
(N CRfERARE, R N SR — 528 2 i R R .

(6) The complaint has been settled, and the complainant lodges it again

with the same fact or reason.
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Article 14 In the case that a detached office of National Energy
Administration finds a complaint is not covered by the scope of its official duty
during the period of treating the complaint, it shall terminate the treatment of
the complaint and inform the complainant of the reason for terminating the

treatment.
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Article 15 The complainant can request for withdrawing the complaint
prior to the detached office of National Energy Administration has wound up

with the settlement of the complaint.
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Article 16 In the case that a detached office of National Energy
Administration finds any behavior of a complainant or a respondent in violation
of relevant energy laws, regulations, rules or other regulatory documents
which necessitates being legally registered for investigation, it shall be legally

registered and investigated according to relevant regulations.
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If a detached office of National Energy Administration finds that the
behavior of a complainant or a respondent is in violation of laws but is not in
the scope of investigation of energy supervision department, it shall be
transferred to the authorities concerned for treatment, and the detached office
shall inform the complainant of the decision of transfer within five days from the

date on which the decision of transfer is made.
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Article 17 The detached offices of National Energy Administration shall
treat the complaints in the following manners according to relevant energy
laws, regulations, rules and other regulatory documents after verifying the

complaints by investigation:

(=) BFERFIIERE, FFEEE. B R RE SR, 7
PASZHF;

(1) Support the complaint that complies with laws, regulations, rules and

other regulatory documents and for which the facts are clear,

(=) BRI R B Z S SRS B8 AT EvE A VAL LR AN A R % 5
PR, AT SR



(2) Do not support the complaint that lacks of factual basis or does not

comply with laws, regulations, rules and other regulatory documents;

(=0 BRI K3 b & B E R SR Z IR ST, N 25X e N i
AR

(3) The detached office shall explain the reason for not accepting the

complaint of which the particulars are justifiable but lacks of legal basis.

R IR TR SR (—) WO E 1 SRR SR E 1, R BER R IR LA T2
s E B ER A AT .

In the case that a decision of supporting the complaint is made according
to the stipulation in (1), the detached office of National Energy Administration

shall instruct or urge the respondent to implement the decision.
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Article 18 The treatment of complaint shall be wound up within sixty days
from the date on which it is accepted. The time limit for treatment can be
extended in one of the following circumstances, but the longest time extension
shall not exceed 30 days. In the case of extension, the complainant shall be

informed of the reason of extension.
(—) FOFFBE R, W27 LR
(1) The matter of complaint is complex and involves in many parties;
(=) R IR A EUIE R E R

(2) The investigation and evidence collection for the complaint are
difficult;

(=) BOFFIFRE LWL EN;

(3) The matter of complaint necessitates professional appraisement;
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(4) Other circumstances in which the extension of the time limit for

treatment is necessary.

FHF EXREFERIREVPEROFFEDL, MY EER S RE 2 HilZ
5 HW & EIF A

Article 19 The detached office of National Energy Administration shall
inform the complainant of the wind-up of complaint matter within five days from

the date on which it makes the wind-up decision.

= EiRAE
3. Treatment of Tip-offs
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Article 20 The detached office of National Energy Administration shall
accept the tip-off accompanied by relevant evidence material indicating that
the background of the person whom the tip-off is against is clear and that there
are specific and clear facts of violation of law by the person whom the tip-off is
against provided that the tip-off is in the scope of official duty of energy

supervision of National Energy Administration and its detached offices.
B +—% WA THEEZ—1, EXEEERIKEVEA T2

Article 21 The detached offices of National Energy Administration will not

accept the tip-off in one of the following circumstances:

(—) 2R TAE T E K AR5 S IR AU BRI T
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(1) The tip-off is not in the scope of official duty of energy supervision of

National Energy Administration and its detached offices;
() B BRI N BCE 284 N Toik ik

(2) There is no definite person whom the tip-off is against or the person

whom the tip-off is against cannot be found out.
(=) WA HARIE S B R AR AIEM .

(3) There is not specific fact of violation of law or the investigation clue is

not clear.

B+ &k EXREERIREVEHERZSE, BRI SRR VAL
ALE AN AL S, X 2R T A AF H R S A2

Article 22 The detached offices of National Energy Administration shall
treat the tip-offs in the following manners according to relevant energy laws,
regulations, rules and other regulatory documents after verifying the tip-offs by

investigation:
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(1) Subject the person whom the tip-off is against to administrative
punishment or other treatment if the facts of violation of law or regulation
concerned by the person whom the tip-off is against are clear with proven
evidence. In the case that the person whom the tip-off is against is suspected
to be involved in a crime and has to be prosecuted for the criminal
responsibility, he or she shall be transferred to judicial authority and punished

according to law.

() BRI NRAT NARERE R, ZibpH, FRU4%



(2) Terminate the treatment and wind up the tip-off if it is confirmed that
the person whom the tip-off is against has had no behavior in violation of the

law or regulation concerned.
(=) ZBRFEDEEEAL, TEEUR), &, TRIS%R.

(3) Terminate the treatment and wind up the tip-off if there is not sufficient

evidence in connection with the tip-off or the tip-off cannot be made certain.
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Article 23 The treatment of tip-off shall be wound up within sixty days
from the date on which it is accepted. The time limit for treatment can be
extended in one of the following circumstances, but the longest time extension
shall not exceed 30 days. Non-anonymous accuser shall be informed of the

reason of extension.

(—) ZRFIE IR, W27 LR

(1) The matter of tip-off is complex and involves in many parties;
(=) 2 S TR A HUIIE PR SR PR

(2) The investigation and evidence collection for the tip-off are difficult;
(=) HIRFIFHE L E N,

(3) The matter of tip-off necessitates professional appraisement;
(PO Fodth 75 B TP B HR A

(4) Other circumstances in which the extension of the time limit for

treatment is necessary.
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Article 24 The detached office of National Energy Administration shall
inform the accuser of the result of treatment timely after the treatment is wound

up provided that it has the address or telephone number of the accuser.

M AR
4. Legal Responsibility
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Article 25 The detached offices of National Energy Administration shall
protect the lawful rights and interests of complainants and accusers according
to law and shall not disclose the materials related to complaints or tip-offs
submitted by complainants and accusers and the information related to

complainants and accusers.
] 5% REVR SR IR HE AT 2 BT DGR e X 284 A Th AN NFIZHZR 45 T 22060

The detached offices of National Energy Administration shall give rewards
to the individuals and organizations who have rendered great services

according to relevant stipulations.

BAANF E BT RIR AU A BRI AR N IR AL
PEBC. UBCETARY, B0 MR 25405 B ulE Bl . B IRAT R, DL T
B2 TP EEATEUL s MSIRARR, HKIRIE S S o AT

Article 26 The detached offices of National Energy Administration shall
give criticism or administrative sanction to any person responsible for the
treatment of complaint or tip-off who abuses his or her authority, engages in

malpractice or abuses power for personal gains, or disclose, conceal or



destroy the information or materials in connection to any complaint or tip-off
according to the seriousness of the case, and such person shall be prosecuted

for the criminal responsibility if his or her behavior accomplishes a crime.
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Article 27 The individual or organization concerned shall be responsible
for the matter against which the complaint or tip-off is lodged. In the case that
an individual or organization brings a false charge against other people or
creates an incident or disturbs the normal operation of energy supervision by
means of lodging a complaint or tip-off, the individual or organization will be

punished according to relevant stipulations.

i K
5. Supplementary Provisions
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Article 28 The term "day" referred to in these provisional regulations

means working day.
Ho & AIMNEE 2014 4 11 A 1 HiEifT

Article 29 These provisional regulations take effect from November 1,
2014.



