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INTRODUCTION

The Nigerian Electricity Supply Industry (NESI) is undergoing
its most consequential transformation since the privatisation
reforms of 2013. The enactment of the Electricity Act 2023
(EA or the Act) has decentralised electricity regulation and
created the legal architecture for independent sub-national
electricity markets. As of May 2026, no fewer than fifteen (15)
states’ have assumed full regulatory authority over their
electricity markets, with State Electricity Regulators (SERCs)
now serving as the primary regulatory interface for consumers
in those jurisdictions.

Against this backdrop, the relationship between Electricity
Distribution Companies (DisCos) and their customers remains
deeply contentious. In April 2025, eight DisCos were
collectively fined #628 million for non-compliance with
NERC's estimated billing caps.?2 These figures underscore a
systemic crisis in service delivery and reveal the critical
importance of effective, accessible, and enforceable dispute
resolution mechanisms.

The question addressed in this article is therefore narrow but
important: how does decentralisation affect the dispute
resolution mechanism between DisCos and their customers?

This article examines the dispute resolution framework
governing DisCo-customer relationships in the NESI within the
context of Nigeria's evolving decentralised electricity market.
It considers the existing customer complaint architecture,
including the role of the DisCo Customer Complaints Unit and
the Nigerian Electricity Regulatory Commission (NERC) Forum
Office; the principal categories of DisCo-customer disputes,
including billing, metering, disconnection and service-quality

JULY 2026

complaints; and the effect of the transition from federal to
state-level electricity regulation on the applicable forum for
resolving such disputes. It further examines the emerging role
of the SERCs, the jurisdictional boundaries between NERC and
SERCs, and the practical challenges that may arise from
regulatory  fragmentation, transitional uncertainty and
overlapping federal-state oversight.

THE NATURE OF DISCO-CUSTOMER DISPUTES
IN THE NESI

DisCos are the principal interface between the electricity
market and end-use customers. They supply electricity to
customers, issue bills, collect revenue, manage customer
accounts, connect and disconnect premises, address faults
and respond to customer complaints. Although generation
and transmission issues may affect the quality of electricity
ultimately delivered to customers, the customer’s immediate
legal and commercial relationship is usually with the DisCo.
This explains why most customer complaints are lodged first
with the DisCo’s Customer Complaint Unit.

These disputes can be grouped into five broad categories.

Billing

The most pervasive grievance of customers in NESI is billing.3
This is typically seen in overbilling, particularly affecting
unmetered customers who are subjected to estimated billing.
Estimated billing is the practice of calculating a customer's
electricity consumption based on assumptions rather than
actual measured usage.

1. Emmanuel Azubuike, [Nairametrics] See 15 Nigerian States Regulating their own Electricity Sector in 2026. <See 15 Nigerian states regulating their own electricity sector in 2026 -

Nairametrics> accessed 25 May 2026

2. Damilola Aina, (Punch), NERC Fines Eight Discos N628m for Flouting Estimated Billing Rules. <UPDATED: NERC fines eight Discos N628m for flouting estimated billing rules> accessed 25

May 2026

3. NERC, 2025 Q4 Report” <https://nerc.gov.ng/wp-content/uploads/2026/04/2025_Q4-Report.pdf> accessed 25 May 2026


https://nairametrics.com/2026/04/16/see-15-nigerian-states-regulating-their-own-electricity-sector-in-2026/
https://nairametrics.com/2026/04/16/see-15-nigerian-states-regulating-their-own-electricity-sector-in-2026/
https://nairametrics.com/2026/04/16/see-15-nigerian-states-regulating-their-own-electricity-sector-in-2026/
https://punchng.com/updated-nerc-fines-eight-discos-n628m-for-flouting-estimated-billing-rules/
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NERC has consistently identified this as a systemic problem.
In February 2024, NERC disclosed that DisCos overbilled
approximately 7.1 million unmetered customers by over
#10.5 billion between January and September 2023%. The
Customer Protection Regulations 2023° (CPR) requires that a
customer's  bill accurately reflect actual electricity
consumption for the billing cycle. An unmetered customer
disputing an estimated bill has the right, under the NERC
Consumer Rights framework, not to pay the disputed bill and
to pay only the last undisputed bill while the dispute is being

processed.

Another variant of billing dispute is back-billing. Back-billing
refers to the practice of billing customers for electricity
consumption that should have been billed in prior periods, a
consequence of unbilled or underbilled periods. The CPR 2023
limits the period for which a DisCo may back-bill a customer
to protect consumers from unexpectedly large retrospective
charges. The period is three months where it is the fault of the
DisCo, and six months in other circumstances.®

Metering

The persistent metering deficit in Nigeria, with about
5,196,828 customers unmetered out of the 12,163,412 active
registered customers in the NESI as of Q4 2025 (roughly 43%
of all registered electricity customers),” is both a technical
and legal challenge. Disputes arise from delayed meter
installation, meter tampering allegations, meter accuracy
challenges, and the Meter Asset Provider (MAP) programme.
Section 89(2) of the Lagos State Electricity Law 2024 (LSEL)
goes as far as criminalising the supply of electricity without a
meter, a provision which the Lagos State Electricity
Regulatory Commission (LASERC) re-emphasised during its
maiden stakeholders’ engagement will be actively enforced
from 2026.

Wrongful Disconnection

Disconnection from electricity supply, particularly without
notice or contrary to regulatory procedure, is a violation of
consumer rights within the NESI&. The CPR and the
Connection and Disconnection Procedures Regulations
distinguish between two categories of disconnection. There is
disconnection with notice®. A DisCo may only disconnect a
customer for non-payment where a bill has been properly
served, a minimum of ten (10) days has elapsed from the date
of service of the bill, and a further minimum of two (2)
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working days has elapsed after the expiration of the ten-day
payment window. All mandatory procedural safeguards must
be observed. Disconnection without notice is only permissible
in limited circumstances, including where a customer is
illegally connected to the network, or where the customer's
installation poses an imminent safety risk.’"® Customers
wrongfully disconnected are entitled to compensation in the
form of energy credits equivalent to their average daily
consumption for each day the wrongful disconnection
subsists, calculated on the basis of the customer's bills for

the preceding three months™'.

Tariff Disputes

The introduction of the Service-Based Tariff system in 2020
and the subsequent April 2024 tariff increase, which raised
Band A tariffs from #68 to #4225 per kilowatt-hour, generated
significant consumer backlash and litigation. Disputes arise
from the misclassification of feeders into tariff bands that do
not reflect actual service delivery, and from the imposition of
higher-band tariffs without corresponding improvements in

supply hours.

Infrastructure-related Disputes

Delayed or negligent repair of damaged transformers and
distribution infrastructure is a source of prolonged supply
outages and associated economic losses. Hence, it is one of
the sources of disputes between DisCos and their customers.

These disputes highlight reasons why DisCo-customer
disputes are not merely private contractual disputes. They
arise within a regulated framework. The applicable obligations
are drawn not only from the customer’s supply relationship
with the DisCo but also from the Act, regulations, tariff orders,
license terms and, in transitioned states, state electricity laws
and regulatory instruments. Consequently, a customer
complaint mechanism must do more than provide a private
remedy. It must enforce service standards, promote
regulatory compliance and preserve confidence in the
electricity market.

4, Okechukwu Nnodim, [Punch] Discos Overbilled 7. 1million Customers In Nine Months - FG; <Discos overbilled 7.1million customers in nine months - FG> accessed 25 May

2026
Regulations 28 and 31, Customer Protection Regulations 2023
Regulation 36, para 9, Customer Protection Regulations 2023

Regulation 20, Customer Protection Regulations 2023
Regulation 20, Customer Protection Regulations 2023
Regulation 21, Customer Protection Regulations 2023
Regulation 26, Customer Protection Regulations 2023
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https://punchng.com/discos-overbilled-7-1million-customers-in-nine-months-fg/
https://punchng.com/discos-overbilled-7-1million-customers-in-nine-months-fg/
https://punchng.com/discos-overbilled-7-1million-customers-in-nine-months-fg/
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THE EXISTING DISPUTE RESOLUTION
FRAMEWORK AT THE FEDERAL LEVEL

Before the recent transition to state electricity markets, the
dominant complaint-handling architecture was the NERC
framework. NERC's public guidance describes a three-step
process. First, the customer complains to the DisCo’s
Customer Complaints Unit (CCU). Secondly, if the customer is
dissatisfied with the outcome or experiences delay or failure
in the handling of the complaint, the customer may refer the
complaint to the NERC Consumer Forum. Thirdly, a customer
dissatisfied with the Forum’s ruling may escalate the

complaint to NERC headquarters.?

Complaint to the DisCo Customer Complaints
Unit

The first point of contact regarding any dispute is the CCU of
the relevant DisCo."® NERC's guidance is explicit that when an
electricity customer wants to make a complaint, the first port
of call is the CCU of the distribution company responsible for
supplying electricity to the area. The procedure for submitting
a complaint to the CCU can be summarized as follows:

i the customer files a formal complaint with the CCU, in a
manner that is traceable (written complaint, email, SMS,
or telephone with a reference number issued). Oral
complaints submitted by telephone must be converted
into a traceable record.

ii. the DisCo acknowledges receipt of the complaint
promptly;

iii.  all complaints must be resolved within fifteen (15) days
of lodgement. Billing disputes requiring meter
reconciliation must be resolved within one (1) billing
cycle (one month);

iv. where the DisCo cannot resolve the dispute within
fifteen (15) days, it must notify the customer in writing
and request an extension of no more than fifteen (15)
additional days, bringing the maximum timeline to thirty
(30) days; and

V. where the dispute concerns billing, the customer may
withhold payment of the disputed portion and pay only
the last undisputed bill while resolution is pending.
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The NERC Forum Office

The NERC Forum is a quasi-judicial body established by NERC
under its statutory powers to hear appeals from DisCo CCU
decisions and to adjudicate complaints not satisfactorily
resolved at the first tier. NERC Forum Offices are located
across the country, co-located with DisCo franchise areas. In
Q4 of 2025, NERC'’s forum offices received a total of 866 new
appeals.’® The procedure at the Forum can be summarized as
follows:

i The customer files a written escalation at the relevant
NERC Forum Office after the expiration of the thirty-day
CCU resolution window (or upon dissatisfaction with
the CCU outcome).

ii. The Forum holds hearings in which both the customer
and the DisCo are afforded the opportunity to present
their cases.

ii.  The Forum investigates the complaint, considers
documentary evidence, and may conduct site visits.

iv. The Forum gives its decision, which is binding on

parties, subject to appeal.

An unmetered customer disputing an estimated bill retains
the right not to pay the disputed bill while the dispute is before
the Forum.

Petition to NERC and recourse to the courts

Where a customer remains dissatisfied with the Forum’s
decision, they have the right to appeal by filing a petition to
NERC at its headquarters. NERC’s customer guidance states
that a dissatisfied customer may escalate the ruling of the
Forum by submitting a ticket or complaint with supporting
documents to NERC headquarters. In appropriate cases,
NERC may issue binding regulatory determinations or
sanctions. The Electricity Act gives NERC broad powers to
monitor and enforce compliance by licensees and to impose
regulatory consequences where licensees fail to comply with
applicable obligations.'®

Resort to courts is also available to customers who have
exhausted the regulatory dispute resolution mechanism and
remain aggrieved. However, this should not be treated as the
first port of call for ordinary customer complaints. Generally,
by virtue of section 51(4) of the Electricity Act, the Federal
High Court has jurisdiction over matters relating to NERC and
its licensees (including DisCos).

12. Nigerian Electricity Regulatory Commission, 'How to File a Complaint' <https://nerc.gov.ng/need-help/services/how-to-file-a-complaint/> accessed 29 May 2026.

13. Section 119(1)(c) of the Electricity Act 2023; Regulation 43, CPR; Schedule 3, CPR
4. NERC(n6)
15. Section 34 of the Electricity Act 2023; Regulation 52, CPR
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The Constitution also vests the Federal High Court with
jurisdiction over matters connected with the administration or
management of federal agencies and bodies established by
federal statute.’® In some cases, the State High Courts
exercise jurisdiction in respect of matters such as
fundamental human rights actions, simple contracts amongst
NESI participants and consumer rights actions — especially
between DisCos and their customers. As reinforced by the
Supreme Court in Orakul Resources Ltd. v. N.C.C. [2022] 6
NWLR [Pt. 1827] 539 [P. 587, paras. E-H], a party that seeks to
challenge a regulatory decision should first exhaust the
statutory dispute resolution mechanisms. Failure to do so
means no act subsequent thereto can be regarded as valid.

The Federal and Consumer

Protection Commission and the Competition and

Competition

Consumer Protection Tribunal'”

Electricity consumers (customers) may also approach the
Federal Competition and Consumer Protection Commission
(FCCPC) or the Competition and Consumer Protection
Tribunal (CCPT) for violations that relate to competition and
consumer protection. The FCCPC has broad powers to
investigate and hear disputes in this regard. The Tribunal is
the body to which appeals from the FCCPC lie. Between
March and August 2025, the Commission is reported to have
received 458 complaints from electricity consumers only,
primarily concerning overbilling, metering failures, and illegal
disconnection.’®

DECENTRALISATION AND THE EMERGENCE OF
STATE ELECTRICITY MARKETS

The decentralisation of electricity regulation must be
understood against the background of Nigeria's constitutional
and statutory reforms. Before the amendment of the
Constitution of the Federal Republic of Nigeria by virtue of the
Fifth Alteration Act (No.33), state legislative competence
regarding electricity was significantly constrained, especially
in relation to electricity activities with connection to the
national grid. The constitutional alteration expanded state
legislative competence and paved the way for state electricity
markets. The EA then created a statutory framework under
which states may establish electricity laws and regulators for
intrastate electricity operations.®

The Electricity Act recognizes the power of states to establish
their electricity markets and, where a state has established
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the necessary legal and institutional framework, the state
regulator regulates electricity activities conducted within that
state, while NERC retains jurisdiction over interstate and
transnational electricity activities.2?0 This provides the
constitutional and statutory foundation for the shift in
complaint handling.

Section 230(9) of the EA is central to the transition. A state
may enact an electricity law, establish a SERC and formally
notify NERC requesting the transfer of regulatory authority
over electricity operations in the state. NERC has since issued
transfer orders in respect of several states. For example, the
Lagos transition orders for Eko Electricity Distribution Plc and
Ikeja Electric Plc transfer regulatory oversight of the Lagos
intrastate electricity market from NERC to the Lagos State
Electricity Regulatory Commission (LASERC).2!

NERC's recent public communications confirm the practical
effect of this transition for consumers. In May 2026, NERC
announced that regulatory oversight for intrastate electricity
operations had been formally transferred to 15 states and
described this as a shift from a centralised regulatory
framework to a more localised system, bringing oversight,
complaint management and service quality monitoring closer
to consumers.?2 In a separate notice on new complaint
channels, NERC stated that customers in transitioned states
no longer report complaints to NERC but should report
complaints to their state electricity regulator, which becomes
the primary point of contact for complaints such as disputed
bills, metering delays and poor customer service from
DisCos.28

[« 3 i i

The pre-existing NERC pathway remains important as the
baseline in states that have not established their electricity
markets, but it is no longer the complete answer in
transitioned states. In those states, unresolved customer
complaints should ordinarily be escalated to the SERC rather
than to the NERC Forum Office.

However, because the Nigerian electricity system remains
interconnected through national grid infrastructure, federal
licences, wholesale market arrangements and interstate

supply chains, the new position requires nuance.

16. Section 251(1)(r) of the CFRN
17. Sections 17 and 47, The Federal Competition and Consumer Protection Commission Act

18. U.C. Izuora, [Oriental News], FCCPC Raises Questions Over Billing Disputes in Nigeria’s Electricity Sector; <ECCPC Raises Questions Over Billing Disputes In Nigeria's Electricity Sector - Oriental News

Nigeria> accessed 25 May 2026

19. Constitution of the Federal Republic of Nigeria 1999 (as amended), Second Schedule, Part Il, items 13-14; Electricity Act 2023, ss 2 and 230.

20. Section 63(2)(b) of the EA.

21. Nigerian Electricity Regulatory Commission, ‘Lagos Transition Order for EKEDP' <https://nerc.gov.ng/resources/lagos-transition-order-for-ekedp/>accessed 29 May 2026; Nigerian Electricity Regulatory
Commission, 'Transition Order for Ikeja Electric’ <https://nerc.gov.ng/resources/transition-order-for-ikeja-electric/> accessed 29 May 2026.
22. NERC, '15 States have transitioned to regulating their state electricity markets’< https://nerc.gov.ng/media/15-states-have-transitioned-to-regulating-their-state-electricity-markets/> accessed 29 May 2026

23. New Electricity Complaint Channels for 15 States’ <https://nerc.gov.ng/media/new-electricity-complaint-channels-for-15-states/> accessed 29 May 2026.


https://orientalnewsng.com/fccpc-raises-questions-over-billing-disputes-in-nigerias-electricity-sector/
https://orientalnewsng.com/fccpc-raises-questions-over-billing-disputes-in-nigerias-electricity-sector/
https://orientalnewsng.com/fccpc-raises-questions-over-billing-disputes-in-nigerias-electricity-sector/
https://orientalnewsng.com/fccpc-raises-questions-over-billing-disputes-in-nigerias-electricity-sector/
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EFFECT OF DECENTRALISATION ON DISCO-
CUSTOMER DISPUTE RESOLUTION

The DisCo as the First Point of Complaint

The first and simplest point is that decentralisation does not
change the customer's first step for dispute resolution.
Whether the relevant state has transitioned or not, DisCo
remains the supplier and account administrator. It is the
DisCo that issues the bill, categorises the customer, manages
the meter, serves disconnection notices, records outages,
receives payments and maintains the local distribution
network. The customer should therefore still begin with the
DisCo’s CCU. NERC'’s guidance and most state-level complaint
structures reflect this logic.2* In practice, customers in a state
would channel their complaints to the subsidiaries of the
DisCo created for the state operations.

This point is important because the emergence of SERCs may
create the mistaken impression that customers should bypass
DisCos and proceed directly to regulators. This would be
inefficient as regulators are not meter readers, account clerks
or first-response technical teams. Their role is to supervise
compliance and provide an escalation forum where the DisCo
fails to resolve the complaint or where the customer
challenges the DisCo’s response.

The Escalation Pathway

The second point is that the escalation pathway now depends
on whether the relevant state has completed regulatory
transition. In states that have not transitioned, the NERC
framework continues to apply. In those states, unresolved
complaints from the DisCo CCU should still be escalated to
the relevant NERC Forum Office and, if necessary, to NERC.

In transitioned states, the proper escalation forum is the
SERC. NERC's notice on new electricity complaint channels is
direct: customers in transitioned states should report
complaints to their state electricity regulator rather than to
NERC. This means that the federal Forum Office model is
being replaced, for intrastate matters in transitioned states, by
state-level complaint mechanisms. The substance of the
customer’s rights may remain similar, but the regulator
responsible for enforcement changes.?s

The practical effect can be illustrated with Lagos. A customer
of Eko DisCo or lkeja Electric in Lagos would historically have
escalated unresolved complaints to the relevant NERC Forum
Office. Following the Lagos transition orders, the customer-
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facing regulatory escalation pathway will now approach
LASERC for intrastate matters. This does not, however,
eliminate the need to complain first to the DisCo.

Pending and Legacy Complaints

A further issue is the treatment of complaints pending before
NERC Forum Offices at the time a state completes transition.
The EA contains saving provisions for proceedings and
causes of action arising under the repealed EPSRA regime.
Existing disputes involving licensees, NERC, the Ministry or
other agencies under the repealed EPSRA continue after the
commencement of the EA in the manner they would have
been pursued under the prior regime.26

For customer complaints, it is unclear if all existing disputes
with the Forum Offices are settled before the final transfer of
regulatory oversight. In light of this, the better approach may
be for each transfer order or SERC regulation to state clearly
what happens to pending complaints. The approach maybe to
have the disputes remain with the NERC Forum Office until
conclusion. What should be avoided is a vacuum in which
customers are told that NERC no longer has jurisdiction while
the SERC has not yet constituted an effective complaint
forum. Transitional certainty is essential to consumer
protection.

CHALLENGES IN A
COMPLAINT SYSTEM

DECENTRALISED

Fragmentation and Forum Uncertainty

The same decentralisation that brings regulators closer to
consumers also creates fragmentation risk. DisCos may face
different
enforcement styles and remedies across different states.

complaint  timelines, reporting  obligations,
Industrial customers with facilities across multiple states may
need to navigate different consumer protection and dispute

resolution frameworks.

As states establish their own regulatory commissions,
jurisdiction overlaps are inevitable. A DisCo operating across
state boundaries may have one set of obligations in a
transitioned state and another in a non-transitioned state. A
complaint may appear local but be connected to multi-state
supply arrangements and where the applicable regulator is
unclear, disputes may be delayed or decided inconsistently.

24.  Nigerian Electricity Regulatory Commission, 'How to File a Complaint' Retrieved from < https://nerc.gov.ng/need-help/services/how-to-file-a-complaint/#step_1_-

discos%E2%80%99_customer_complaints_units_(ccu)>

25.  Nigerian Electricity Regulatory Commission, 'New Electricity Complaint Channels for 15 States' Retrieved from https://nerc.gov.ng/media/new-electricity-complaint-

channels-for-15-states/ Accessed on 29 May 2026.
26.  Electricity Act 2023, s 230(1)(e).



https://nerc.gov.ng/need-help/services/how-to-file-a-complaint/#step_1_-_discos%E2%80%99_customer_complaints_units_(ccu)
https://nerc.gov.ng/need-help/services/how-to-file-a-complaint/#step_1_-_discos%E2%80%99_customer_complaints_units_(ccu)
https://nerc.gov.ng/need-help/services/how-to-file-a-complaint/#step_1_-_discos%E2%80%99_customer_complaints_units_(ccu)
https://nerc.gov.ng/need-help/services/how-to-file-a-complaint/#step_1_-_discos%E2%80%99_customer_complaints_units_(ccu)
https://nerc.gov.ng/need-help/services/how-to-file-a-complaint/#step_1_-_discos%E2%80%99_customer_complaints_units_(ccu)
https://nerc.gov.ng/need-help/services/how-to-file-a-complaint/#step_1_-_discos%E2%80%99_customer_complaints_units_(ccu)
https://nerc.gov.ng/need-help/services/how-to-file-a-complaint/#step_1_-_discos%E2%80%99_customer_complaints_units_(ccu)
https://nerc.gov.ng/need-help/services/how-to-file-a-complaint/#step_1_-_discos%E2%80%99_customer_complaints_units_(ccu)
https://nerc.gov.ng/need-help/services/how-to-file-a-complaint/#step_1_-_discos%E2%80%99_customer_complaints_units_(ccu)
https://nerc.gov.ng/need-help/services/how-to-file-a-complaint/#step_1_-_discos%E2%80%99_customer_complaints_units_(ccu)
https://nerc.gov.ng/need-help/services/how-to-file-a-complaint/#step_1_-_discos%E2%80%99_customer_complaints_units_(ccu)
https://nerc.gov.ng/need-help/services/how-to-file-a-complaint/#step_1_-_discos%E2%80%99_customer_complaints_units_(ccu)
https://nerc.gov.ng/need-help/services/how-to-file-a-complaint/#step_1_-_discos%E2%80%99_customer_complaints_units_(ccu)
https://nerc.gov.ng/media/new-electricity-complaint-channels-for-15-states/
https://nerc.gov.ng/media/new-electricity-complaint-channels-for-15-states/
https://nerc.gov.ng/media/new-electricity-complaint-channels-for-15-states/
https://nerc.gov.ng/media/new-electricity-complaint-channels-for-15-states/
https://nerc.gov.ng/media/new-electricity-complaint-channels-for-15-states/
https://nerc.gov.ng/media/new-electricity-complaint-channels-for-15-states/
https://nerc.gov.ng/media/new-electricity-complaint-channels-for-15-states/
https://nerc.gov.ng/media/new-electricity-complaint-channels-for-15-states/
https://nerc.gov.ng/media/new-electricity-complaint-channels-for-15-states/
https://nerc.gov.ng/media/new-electricity-complaint-channels-for-15-states/
https://nerc.gov.ng/media/new-electricity-complaint-channels-for-15-states/
https://nerc.gov.ng/media/new-electricity-complaint-channels-for-15-states/
https://nerc.gov.ng/media/new-electricity-complaint-channels-for-15-states/
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Complexity of Tariff, Billing and Service-Band
Disputes

Tariff and billing disputes are likely to be among the most
difficult customer-facing issues in a decentralised market.
Under the federal structure, NERC's tariff methodology
provided a central reference point for DisCos and consumers.
In a decentralised market, state regulators may set or approve
retail tariffs for intrastate supply, while the DisCo’s costs may
still be affected by NERC-regulated wholesale tariffs,
transmission charges, national grid costs or interstate
procurement arrangements.

A mismatch may arise where NERC's tariff methodology
governs the purchase price for interstate procurement while a
state regulator sets a separate retail tariff for final
consumers; in the absence of harmonised methodologies, the
DisCo may face a shortfall or uncertainty as to whether costs
may be passed through to customers.

For  DisCo-customer disputes, the implication is
straightforward. Customers may challenge tariffs or bills on
the ground that the service delivered does not match the tariff
band, or that the state-approved retail tariff does not justify
the charge imposed. DisCos, on the other hand, may argue
that their costs are driven by upstream or interstate
obligations outside the SERC’s control. Without coordination,
tariff disputes may become a proxy battle over federal and
state regulatory competence. The NERC-EERC situation
illustrates this. In 2025, the Enugu State Electricity Regulatory
Commission moved to reduce the tariff for customers in Band
A, which was received with push backs from the market.?”
NERC thus stressed that states receiving electricity from the
national grid cannot simply impose different tariff regimes for

end-use customers.

Capacity of SERCs

The effectiveness of decentralised dispute resolution
depends on the capacity of SERCs. A regulator must be able
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to receive complaints, investigate facts, compel production of
documents, conduct hearings, issue binding decisions,
impose sanctions and monitor compliance. If a SERC lacks
personnel, funding, technical expertise or enforcement
credibility, decentralisation may weaken rather than
strengthen consumer protection.

The capacity issue is especially important during transition.
NERC has years of institutional experience, complaint data,
forum office structures and established regulatory
instruments. New SERCs must build comparable structures
quickly. They also need clear legal powers to order billing
corrections, refunds, reconnection, meter installation,
compensation and penalties. A complaint system without

enforceable remedies will not command confidence.

Risk of regulatory arbitrage

Regulatory arbitrage is another risk. Operators may seek to
exploit differences between federal and state rules, or
between the rules of different states. NERC and state
regulators appear to recognise this risk. NERC has
inaugurated the Forum of Nigerian Electricity Regulators
(FONER) pursuant to section 230(9) of the Electricity Act
2023, with an emphasis on collaboration and avoiding
regulatory loopholes or arbitrage by operators.28

For customer dispute resolution, FONER or a similar
coordination mechanism may be crucial. It can support
common minimum standards for complaint handling,
harmonised reporting templates, referral protocols, shared
enforcement data and model customer protection
regulations. This would allow states to innovate without
permitting uneven consumer protection or inconsistent

treatment of similar complaints across the country.

This mechanism has been implemented in other jurisdictions
including India. Under the Electricity Act 2003, India
decentralized its power sector, allowing individual states to
have their own State Electricity Regulatory Commissions
(SERCs) alongside the Central Electricity Regulatory
Commission (CERC). To prevent operators from exploiting
differing state tariffs, grid codes, and consumer rules, the
Forum of Regulators (FoR) was constituted by the Central
Government vide a Notification dated 16 February 2005, in
pursuance of the provision under section 166(2) of the
Electricity Act, 2003.2° The FoR harmonizes national building
and grid codes, Renewable Purchase Obligations (RPOs)
across state lines, and uniform standards for consumer
grievance handling.

27.  Tariff: NERC Rules Against Enugu, Says States Supplied From Grid Can't Have Separate Pricing < Tariff: NERC Rules Against Enugu, Says States Supplied From Grid Can't

Have Separate Pricing - Inside Business Africa> accessed 3 June 2026

28.  Nigerian Electricity Regulatory Commission, 'NERC, State Regulators Inaugurate Forum of Nigerian Electricity Regulators (FONER) to Improve Electricity Regulation' <
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CONCLUSION AND RECOMMENDATIONS

The decentralisation of Nigeria's electricity market can bring
complaint management closer to consumers, improve
responsiveness and tailor consumer protection to local
market realities. But the risks are equally real. Without clear
rules, decentralisation may produce fragmented procedures,
forum shopping, inconsistent remedies and consumer
confusion. The success of the decentralised market will
therefore depend not only on licensing, tariff design and
investment, but also on whether customers have clear,
accessible and enforceable remedies when DisCos fail to
meet their obligations. The following recommendations will
promote efficient dispute resolution in the new order.

As a starting point, SERCs should adopt detailed customer
complaint-handling regulations. These regulations should set
out how complaints are filed, response timelines, escalation
procedures, hearing rules, evidentiary requirements, available
remedies, enforcement consequences and appeal rights. The
regulations should also require DisCos to provide reference
numbers for complaints and preserve customer complaint
records.

The transition orders should also address pending
complaints. They should state whether complaints already
filed at NERC Forum Offices will remain there until conclusion
or transfer to the SERC. It should also clarify the date from
which new complaints must be filed before the SERC. This will
prevent customers from being trapped between regulators
during transition.

There should also be a formal referral and coordination
protocols between NERC and SERCs. These protocols should
address complaints involving federal infrastructure, interstate
supply, national grid constraints, tariff methodology, federal
licensees and multi-state DisCos. The customer should not
bear the burden of resolving jurisdictional questions.
should
communicate clearly to the customer.

Regulators manage referrals internally and

In addition, Nigeria should develop minimum national
customer protection standards for electricity consumers.
Decentralisation should not mean that a customer’s basic
rights depend entirely on the state in which the customer
resides. Minimum standards should cover transparent billing,
notice before disconnection, complaint timelines, refund
rights, metering obligations, vulnerable customer protection,
publication of complaint data and enforcement of decisions.
States may exceed these standards but should not fall below
them.
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At the DisCo level, the applicable complaint pathway should
be clearly published in each state. Bills, websites, mobile
applications, customer service centres and disconnection
notices should state whether complaints escalate to NERC or
the relevant SERC. This is especially important for DisCos
operating across transitioned and non-transitioned states.

From a monitoring and accountability perspective, SERCs
should publish periodic complaint data. NERC's quarterly
reports provide useful visibility on complaint volumes,
categories and resolution rates. State regulators should adopt
similar reporting. Without data, it will be difficult to assess
whether decentralisation has improved complaint resolution
or merely relocated the complaint forum.

Finally, FONER should be used as a platform for
harmonisation. It can develop model complaint regulations,
standard reporting templates, cross-referral protocols and
common enforcement principles. This would support

cooperative federalism while preserving state autonomy.
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