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DISCOM Specific Insights

This part of the book will discuss the performance of DISCOMs on the CSRD exercise and compare
their performance on the four key parameters of operational reliability, connection services, metering,

billing and collection services, fault rectification and grievance redressal. Individual analysis and
evaluation of data submitted by all DISCOMSs, has brought to light some key insights into the DISCOM
performance across above mentioned parameters. These DISCOMwise insights are shared in the
subsequent section, comparing the DISCOMs peformance with national best and national average
performance. Adding to this, DISCOMs are also compared within each State/UT with their
counterparts and have mentioned key actionable that might be helpful for DISCOMs in working
forward to improve consumer service delivery.

Starting off we can see in the bar graph below depicting average, best and worst performances in
DISCOMs by different parameters.
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DISCOM Grading

The grading scheme followed for rating the DISCOM s is as follows:
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Urban D ISCOMs

The DISCOMs largely catering to the urban areas are categorized as Urban DISCOMs. Within this
category of DISCOMs, BRPL and BYPL, New Delhi scores the highest (A+) and PEBEST, DNHPDCL,
and CED scores the lowest (C+).

The top performers among urban DISCOMs and the overall rating are Delhi DISCOMs and have
scored the maximum marks possible under Operational Reliability, losing slightly on Fault and
Grievance Redressal paraméers for a near perfect score. However, the other urban DISCOMs in the

average range of B+ to B have lost predominantly in the Metering, Billing and Connection parameters

and these DISCOMs need to focus particularly on these parameters to improve their ratings.

Special Category States

The DISCOMs that caters to the consumers in the North-Eastern states and the Himalayan states of

I ndia are categorized as O0Speci al Cat edPCL scoreStheat e s 6.
highest (B+) and APDA, JPDCL and KPDCL scores the lowest (D).

UPCL, JdVVNL, and HPSEBL in Uttarakhand, Manipur, and Himachal Pradesh, respectively have
performed well amongst the special category DISCOMSs, by scoring well on parameters under
Operational Reliability and Connection and other Services. Similar to the previous categories, the
DISCOMs in this category have to improve on Metering, Billing and Connection parameters and
particularly focus on improving data credibility by focusing on record keeping processes and
digitization of manual records.

Special Category Uttarakhand UPCL
Special Category Himachal Pradesh HPSEBL _

e N 0 I




Special Category Arunachal Pradesh APDA “

Special Category Jammu & Kashmir JPDCL “
Special Category Jammu & Kashmir KPDCL “

General Category S tates

Within this category of DISCOMs, TSSPDCL, APCPDCL, and APSPDCL scores the highest (A) and
JBVNL, HESCOM, DVVNL, and MVVNL cores the lowest (D). Under the general category of DISCOMSs,
the top performing DISCOM, TSSPDCL in Telangana has performed well on pameters under the
Operational Reliability and Connection and other services, however, has lost on Metering, Billing, and
Connection particularly, the sub-parameter on the share of digital transactions within the DISCOM.

Most of the DISCOMs in this categay have scope to improve on all categories, particularly in the
following:

1 Hours of supply to rural consumers

1 Bills generated on the basis of non-manual meter reading
1 Share of digital transactions

1 Deviation from specified time for complaints resolution
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Andhra Pradesh

Andhra Pradesh Central Power Distribution Company
Limited (APCPDCL)

1509033,
33%

= Rural Consumer

Rating -A

Rural Urban Ratio

HOURS

= Urban Consumer

Parameters Above National Average

Parameters

Sub-Parameters

Hours of Supply

24.0

Urban

National

APCPDCL

Average

24.0

24
22.1
21
3064622, 18
67%
15

Industrial

National
Best

Hours of Supply (Urban) 24.0 23.5 24.0
Hours of Supply (Rural) 221 20.9 23.9
Hours of Supply (Industrial) 24.0 23.4 24.0
Operational DT Failure Rate (%) 5.52% 6.93% 0.23%
Reliability
Interruption Index (Rural) 158.4 329.5 22.8
Interruption Index (Urban) 42.6 127.8 0.1
Interruption Index (Industrial) 54.9 101.3 0.1
Applications Processed Online (% Consumers) | 100.0% 67.6% 100.0%
Connection P P
Average Deviation from SOP in Time Taken i o P ) o
an cher for Providing Connection (%) 20.7% 2.3% 88.2%
ervices Presence of Predetermined Demand Charges v i )
up to 150kW (Y/N)
Bills Generated Based on Actual Meter 98.9% 78% 100.0%
Reading (% Consumers)
Bills Generqted on the Basis of Norrmanual 24.9% 18.5% 100.0%
Meter Meter Reading (% Consumers)
etering, Consumers Receiving Billing Updates on
Billing and Mobila (% Consumeg) gLp 92.4% 69.7% | 100.0%
Collection : P o
Number of Consumers Paying Digitally (% 32 3% 27 3% 82 1%
Consumers)
Average Time taken for Replacement of 10 44 3.5
Defective Meters in Days (Rural)




Average Time taken for Replacement of 8 36 1
Defective Meters in Days (Urban)
Billing Frequency for Domestic Category Monthly - -
Consumers as per Regulations

Bills Generated for Domestic Category 100.0% 91.7% 100.0%
Consumers in a Year
Tariff Categories 57 70 13
Availability of TweTier Grievance Redressal Y - -
Mechanism(Y/N)
Fault 24X7 Call Center Facility (% Consumers) 100.0% 93.4% 100.0%
Rectification Average Call Waiting Time at the Call Center
and Grievance | (Seconds) 28.2 38.0 3.8
Redressal ivi
Con;umers Receiving Outage Updates on 92 4% 64.3% 100.0%
Mobile (% Consumers)
Deviation from SOP (Call Center Complaints) 0.0% 14.3% 0.0%

Parameters Below National Average

R EEEEE———————————————————————————— Average Best

Regulations Alignment with Industry 7
Connection and Best Practices (Out of 7)
Other Services Prosumers (per Lakh) 32.6 153.2 1480.9
Metering, B.'”mg Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
and Collection
Fault Rectification
and Grievance Number of CGRFs (per 1 Lakh 1.0 23.2 292.0
Consumers)
Redressal

DISCOMwise Grade Comparison

. . Fault
Operational Connection Metering, Rectification
DISCOMs . . and Other Billing and : Overall Grades
Reliability : : and Grievance
Services Collection
Redressal
APSPDCL A+ A B A A
APCPDCL A+ A C+ A A

APEPDCL A+ A B A B+



Andhra Pradesh

Andhra Pradesh Eastern Power Distribution Company
Limited (APEPDCL)

1916095
, 36%

= Rural Consumer

Rating -B+

Rural Urban Ratio

24
0 21

o

3368584, 3
64% T g
15

= Urban Consumer

Hours of Supply

235 23.9 23.7

Rural

Parameters Above National Average

Average Best

Urban

Industrial

Defective Meters in Days (Rural)

Hours of Supply (Urban) 23.5 24.0

Hours of Supply (Rural) 23.5 20.9 23.9
Operational Hours of Supply (Industrial) 23.7 23.4 24.0
Reliability DT Failure Rate (%) 6.85% = 6.93%  0.23%

Interruption Index (Rural) 279.6 329.5 22.8

Interruption Index (Urban) 46.6 127.8 0.1

Applications Processed Online (% Consumers)| 100.0% 67.6% 100.0%
Connection and Average Deviation from SOP in Time Taken ) o P ) o
Other Services for Providing Connection (%) 7LT% E S

Presence of Predetermined Demand Charges v i _

up to 150kW (Y/N)

Bills Generated Based on Actual Meter 95.4% 78% 100.0%

Reading (% Consumers)

Bills Generated on the Basis of Nonrmanual 0 0 0

Meter Reading (% Consumers) 82.1% L (0GOS
Metering, Billing Consumers Receiving Billing Updates on o o o
and Collection Mobile (% Consumers) 96.3% eolie e

. _— 0

Number of Consumers Paying Digitally (% 49.8% 27 3% 82.1%

Consumers)

Average Time taken for Replacement of 13 44 3.5




Average Time taken for Replacement of 15 36 1
Defective Meters in Days (Urban)
Billing Frequency for Domestic Category Monthly - -
Consumers as per Regulations
Tariff Categories 57 70 13
Availability of Two-Tier Grievance Redressal Y - -
Mechanism (Y/N)
24X7 Call Center Facility (% Consumers) 100.0% 93.4% 100.0%
Fault Rectification > .
and Grievance Average Call Waiting Time at the Call Center 13.2 38.0 38
(Seconds)
Redressal Consumers Receiving Outage Updates on
: g butage Lp 96.3% = 64.3%  100.0%
Mobile (% Consumers)
Deviation from SOP (Call Center Complaints) 0.0% 14.3% 0.0%
Parameters Below National Average
Average Best
Operational . .
Reliability Interruption Index (Industrial) 108.5 101.3 0.1
Regulations Alignment with Industry Best 4 5 7
Connectionand Practices (Out of 7)
Other Services Prosumers (per Lakh) 38.7 153.2 1480.9
. - Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
Metering, Billing
and Collection Bills Generated for Domestic Category 91.5% 91.7% | 100.0%
Consumers in a Year
Fault Rectification
and Grievance Number of CGRF's (per 1 Lakh Consumers) 1.0 23.2 292.0
Redressal

DISCOMwise Grade Comparison

DISCOMs

APSPDCL
APCPDCL
APEPDCL

. Connection Metering,
Operational -
Reliabilit and Other Billing and
y Services Collection
A+ A B
A+ A C+
A+ A B

Fault
Redctification

Overall Grades

and Grievance

Redressal



Andhra Pradesh

Andhra Pradesh Southern Power Distribution Company
Limited (APSPDCL)

Rating -A
Rural Urban Ratio
3057677, Hours of Supply
2237550, 58%
42% o4 238
%)
Q21
)
o
T 18
= Rural Consumer = Urban Consumer 15

i Rural Urban Industrial
Parameters Above National Average

Parameters Sub-Parameters APSPDCL National | National
7

Hours of Supply (Urban) 23.5 24.0
Hours of Supply (Rural) 23.7 20.9 23.9
Operational Hours of Supply (Industrial) 23.8 23.4 24.0
Reliability Interruption Index (Rural) 94.2 329.5 22.8
Interruption Index (Urban) 42.7 127.8 0.1
Interruption Index (Industrial) 8.5 101.3 0.1

Applications Processed Online (% Consumers) 100.0% 67.6% 100.0%

Connection and | Average Deviation from SOP in Time Taken for
Other Services | Providing Connection (%)

Presence of Predetermined Demand Charges
up to 150kW (Y/N)

Bills Generated Based on Actual Meter Reading
(% Consumers)

Bills Generated on the Basis of Non-manual
Meter Reading (% Consumers)

Consumers Receiving Billing Updates on Mobile
Metering, Billing = (% Consumers)

and Collection Number of Consumers Paying Digitally (%

-32.9% -2.3% -88.2%

Y - -

99.4% 78% 100.0%

95.1% 18.5% 100.0%

88.4% 69.7% 100.0%

51.4% 27.3% 82.1%

Consumers)

Average Time taken for Replacement of 12 44 3.5
Defective Meters in Days (Rural)

Average Time taken for Replacement of 11 36 1

Defective Meters in Days (Urban)




Billing Frequency for Domestic Category Monthly - -
Consumers as per Regulations
Bills Generated for Domestic Category 100.0% 91.7% 100.0%
Consumers in a Year
Tariff Categories 57 70 13
Availability of Two-Tier Grievance Redressal Y - -
Mechanism (Y/N)
Fault 24X7 Call Center Facility (% Consumers) 100.0% 93.4% 100.0%
Rectlflgatlon Average Call Waiting Time at the Call Center 14.1 38.0 38
and Grievance (Seconds)
Redressal Con;umers Receiving Outage Updates on 87.1% 64.3% 100.0%
Mobile (% Consumers)
Deviation from SOP (Call Center Complaints) 0.0% 14.3% 0.0%

Parameters Below National Average

Average Best

Operational DT Failure Rate (%) 7.50% 6.93% 0.23%
Reliability
Regulations Alignment with Industry Best 4 5 7
Connection and Practices (Out of 7)
Other Services Prosumers (per Lakh) 18.5 153.2 1480.9
Metering, B.|II|ng Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
and Collection
Fault Rectification .
and Grievance Number of CGRFs (per 1 Lakh 1.0 232 292.0
Consumers)
Redressal

DISCOMwise Grade Comparison

DISCOMs

APSPDCL
APCPDCL
APEPDCL

. . Fault
Operational connection Metering, Rectification
X o and Other Billing and : Overall Grades
Reliability . : and Grievance
Services Collection
Redressal
A+ A B A A
A+ A C+ A A
A+ A B A B+



Arunachal Pradesh

Arunachal Power Development Agency(APDA)

Rating - D
Hours of Supply
Rural-Urban Ratio
24
215 22.0
e 137755, 0 21
° 49% >
g
18
15.8
15 — .
® Rural Consumer = Urban Consumer Rural Urban Industrial
Parameters Above National Average
Parameters Sub-Parameters APDA NG LI ]
Average Best
. DT Failure Rate (%) 4.36% 6.93% 0.23%
Operational
Reliability Interruption Index (Rural) 117.2 329.5 22.8
Prepaid Consumers (% Consumers) 9.6% 1.8% 66.4%
Average Time taken for Replacement of 4 44 35
Defective Meters in Days (Rural) '
Metering, Billing Average Time taken for Replacement of 3 36 1
and Collection Defective Meters in Days (Urban)
Billing Frequency for D(_Jmestlc Category Monthly ) )
Consumers as per Regulations
Tariff Categories 33 70 13
o Availability of Two-Tier Grievance Redressal
Fault Rectification | pechanism (Y/N) Y - -
and Grievance
Redressal Deviation from SOP (Call Center Complaints) 0.0% | 14.3% = 0.0%




Parameters Below National Average

Parameters Sub-Parameters APDA National | National
| Average | Best |

Hours of Supply (Urban) 23.5 24.0
Hours of Supply (Rural) 15.8 20.9 23.9
ggﬁ;ﬁ:g;al Hours of Supply (Industrial) 22.0 23.4 24.0
Interruption Index (Urban) 183.2 127.8 0.1
Interruption Index (Industrial) 435.5 101.3 0.1

Presence of Predetermined Demand Charges
up to 150kW (Y/N)

Regulations Alignment with Industry Best
Practices (Out of 7)

Connection and Applications Processed Online (%

Other Services Consumers)

Average Deviation from SOP in Time Taken
for Providing Connection (%)

Prosumers (per Lakh) 0.0 153.2 1480.9

N - -

0 5 7

12.0% 67.6% | 100.0%

100.0% = -2.3% -88.2%

Bills Generated for Domestic Category
Consumers in a Year

Bills Generated Based on Actual Meter
Reading (% Consumers)

Metering, Billing Bills Generated on the Basis of Norrmanual
and Collection Meter Reading (% Consumers)

Consumers ReceivingBilling Updates on
Mobile (% Consumers)

Number of Consumers Paying Digitally (%
Consumers)

24X7 Call Center Facility (% Consumers) 32.9% 93.4% | 100.0%

0.0% 91.7% | 100.0%

0.0% 78.0% | 100.0%

0.0% 18.5% | 100.0%

3.9% 69.7% | 100.0%

0% 27.1% 82.1%

Average Call Waiting Time at the Call Center
(Seconds)

Consumers Receiving Outage Updates on
Mobile (% Consumers)

Fault Rectification 173.8 38.0 3.8
and Grievance

Redressal

0.0% 64.3% | 100.0%

Number of CGRFs (per 1 Lakh Consumers) 5.0 23.2 292.0

DISCOMuwise Grade Comparison

Fault

. Connection Metering, e
Operational g Rectification

DISCOMS Reliability

and Other Billing and Overall Grades

and Grievance

Services Collection
Redressal

APDA C D D B D




Assam
Assam Power Distribution Company Limited (APDCL)

Rating -C
Rural-Urban Ratio Hours of Supply
910949, 24
16% 7
n 21
o
)
0
I
4858397 18 16 7
, 84%
15

m Rural Consumer = Urban Consumer Rural Urban Industrial

Parameters Above National Average

N [ N |
Parameter Sub-Parameters APDCL ationa CHBIE]
Average Best

DT Failure Rate (%) 2.66% 6.9% 0.2%
Operational Int tion Index (Rural 125.3 329.5 22.8
Reliability nterruption Index (Rural) . . .
Interruption Index (Industrial) 21.4 101.3 0.1
. Presence of Predetermined Demand v i i
Connections and | Charges up to 150kW (Y/N)
Other Services | Average Deviation from SOP in Time o e g
Taken for Providing Connection (%) ~24.1% ~2:3% -88.2%
Bills (_Benerated Based on Actual Meter 89.4% 289% 100.0%
Reading (% Consumers)
Bills Generated on the Basis of Nor
0 0, 0,
manual Meter Reading (% Consumers) 19.6% 18.5% 100.0%
Congumers Receiving Billing Updates on 74.6% 69.7% 100.0%
Mobile (% Consumers)
_ - Average Time taken for Replacement of 6 44 3.5
Metering, Billing | Defective Meters in Days (Rural)
and Collection Average Time taken for Replacement of 5 36 1

Defective Meters in Days (Urban)
Billing Frequency for Domestic Category Monthly - -
Consumers as per Regulations

Bills Generated for Domestic Category 100.0% 91.7% 100.0%

Consumers in a Year

Tariff Categories 59 70 13
Fault Auvailability of Two-Tier Grievance Y - -

Redressal Mechanism(Y/N)
Average Call Waiting Time at the Call
Center (Seconds)

Rectification &

Grievance 474 38.0 3.8




Redressal Con§umers Receiving Outage Updates on 78.3% 64.3% 100.0%
Mobile (% Consumers)
Dewauo_n from SOP (Call Center 0.0% 14.3% 0.0%
Complaints)

Parameters Below National Average

Nati | INEN] I
Parameter Sub-Parameters APDCL atona ationa
| Average |  Best |

Hours of Supply (Urban) 23.5 24.0
Operational Hours of Supply (Rural) 16.7 20.9 23.9
Reliability Hours of Supply (Industrial) 22.9 23.4 24.0

Interruption Index (Urban) 274.9 127.8 0.1

Regulations Alignment with Industry

. 3 5 7
Connections Best.Pra_lctlces (Out of 7) _
and Other Applications Processed Online (% 10.3% 67 6% 100.0%
. Consumers)

Services

Prosumers (per Lakh) 7.4 153.2 1480.9
Metering, Prepaid Consumers (% Consumers) 0.75% 1.8% 66.4%
Billing and Number of Consumers Paying Digitally

i 0, 0 0,
Collection (% Consumers) 2.2% 27.3% 82.1%
il 0,

Fault_ o 24X7 Call Center Facility (% 3.4% 93.4% 100.0%
Rectification = Consumers)
& Grievance Number of CGRF's (per 1 Lakh 8 232 292.0
Redressal Consumers)

DISCOMwise Grade Comparison

. . Fault
Connection Metering, Rectification

and Other Billing and : Overall Grade

. . and Grievance
SRS Collection
Redressal

APDCL D B C+ C C

Operational

DISCOMs Reliability




Bihar
North Bihar Power Distribution Company Limited

(NBPDCL)
Rating -C+
Rural-Urban Ratio Hours of Supply
1516922
, 15% 24

HOURS

23.9
23.3
21
18 17.8
8770929,
85%
15

® Rural Consumer = Urban Consumer ]
Rural Urban Industrial

Parameters Above National Average

Parameters Sub-Parameters NBPDCL N
N A
21.8

Operational Hours of Supply (Rural) 20.9 23.9
Reliability DT Failure Rate (%) 3.88% @ 6.93% = 0.23%
I I 1 I 0,
Connectlon_ and Applications Processed Online (% 100.0% 67.6% 100.0%
Other Services Consumers)
Con§umers Receiving Billing Updates on 76.4% 69.7% 100.0%
Mobile (% Consumers)
Average Time taken for Replacement of 0 24 35
Defective Meters in Days (Rural) '
Metering, Billing Average Time taken for Replacement of 0 36 1
and Collection Defective Meters in Days (Urban)
Billing Frequency for Domestic Category
: Monthly - -
Consumers as per Regulations
Tariff Categories 33 70 13
Availability of Two-Tier Grievance v ) )
Fault Rectification Redressal Mechanism(Y/N)
and Grievance 24X7 Call Center Facility (% Consumers) 100.0% 93.4% 100.0%
Redressal -
Con§umers Receiving Outage Updates on 76.4% 64.3% 100.0%
Mobile (% Consumers)




Parameters Below National Average

Parameters Sub-Parameters NBPDCL JELEE] N
Average Best

Hours of Supply (Urban) 23.0 23.5 24.0
Hours of Supply (Industrial) 22.9 23.4 24.0
Operational .
Reliability Interruption Index (Rural) 737.0 329.5 22.8
Interruption Index (Urban) 496.2 127.8 0.1
Interruption Index (Industrial) 277.3 101.3 0.1
Presence of Predetermined Demand N i i
Charges up to 150kW (Y/N)
Regulations Alignment with Industry 3 5 7
Connection and Best Practices (Out of 7)
Other Services Average Deviation from SOP in Time 0 o 0
Taken for Providing Connection (%) 100.0% 2:3% 88.2%
Prosumers (per Lakh) 18.4 153.2 1480.9
Bills (_Benerated Based on Actual Meter 60.0% 28% 100.0%
Reading (% Consumers)
Bills Generated on the Basis of Non o o o
manual Meter Reading (% Consumers) 0.4% 18.5% LB0J078
Metering, B.'”mg Prepaid Consumers (% Consumers) 0.7% 1.8% 66.4%
and Collection
Number of Consumers Paying Digitally 6.1% 27 3% 82 1%
(% Consumers)
Bills Genera_ted for Domestic Category 80.2% 91.7% 100.0%
Consumers in a Year
Average Call Waiting Time at the Call 177.3 38.0 38
e Center (Seconds)
Fault Rectification Deviation from SOP (Call Center
and Grievance lai 33.0% 14.3% 0.0%
Redressal Complaints)
Number of CGRFs (per 1 Lakh 10 232 292 0
Consumers)

DISCOMwise Grade Comparison

Connection Metering, Recfizggtion

and Other Billing and Overall Grades

. ) and Grievance
Services Collection
Redressal

Operational

DISCOMs |~ Reliability

NBPDCL B+ D D D C+
SBPDCL B+ D C D C+




Bihar

South Bihar Power Distribution Company Limited

Rating -C+
RuralUrban Ratio
Hours of Supply
24.0
1629636, 24 23.3
29%
21.4
n 21
o
)
2
4014254, 18
71%
15
= Rural Consumer = Urban Consumer Rural Urban Industrial

Parameters Above National Average

Parameters Sub-Parameters SBPDCL Average Best

Hours of Supply (Rural) 21.4 20.9 23.9
Operational .
Reliability Hours of Supply (Industrial) 24.0 23.4 24.0
DT Failure Rate (%) 2.70% 6.93% 0.23%
I I I I 0,
Connectlon_ and Applications Processed Online (% 100.0% 67.6% 100.0%
Other Services Consumers)

Consumers Receiving Billing Updates
on Mobile (% Consumers)

Average Time taken for

Replacement of Defective Meters in 0 44 35
Days (Rural)

Average Time taken for
Replacement of Defective Meters in 0 36 1
Days (Urban)

Billing Frequency for Domestic

82.2% 69.7% 100.0%

Metering, Billing
and Collection

Category Consumers as per Monthly - -
Regulations
Tariff Categories 33 70 13

Availability of Two-Tier Grievance

. RedressalMechanism (Y/N) Y i )
Fault Rectification 24X7 Call Center Facility (%
and Grievance y 100.0% 93.4% 100.0%
Consumers)
Redressal Consumers Receiving Outage
g butag 82.2% 64.3% 100.0%

Updates on Mobile (% Consumers)




Parameters Below National Average

Average Best

Hours of Supply (Urban) 23.5 24.0
Operational Interruption Index (Rural) 730.9 329.5 22.8
Reliability Interruption Index (Urban) 431.5 127.8 0.1
Interruption Index (Industrial) 316.8 101.3 0.1
Presence of Predetermined Demand N i i
Charges up to 150kW (Y/N)
Regulations Alignment with Industry 3 5 7
Connection and | Best Practices (Out of 7)
Other Services Average Deviation from SOP in Time o o o
Taken for Providing Connection (%) 100.0% ~2:3% -88.2%
Prosumers (per Lakh) 5.1 153.2 1480.9
Bills Qenerated Based on Actual Meter 56.5% 78% 100.0%
Reading (% Consumers)
Bills Generated on the Basis of Non o 0 0
manual Meter Reading (% Consumers) 0.5% 18.5% Loy
Metering, B.'”mg Prepaid Consumers (% Consumers) 1.2% 1.8% 66.4%
and Collection
Number of Consumers Paying Digitally 13.4% 27 3% 82 1%
(% Consumers)
Bills Genera_ted for Domestic Category 88.7% 91.7% 100.0%
Consumers in a Year
Average Call Waiting Time at the Call
Fault Center (Seconds) 1773 . e
Re_ctlflcat|on and Dewaﬂo_n from SOP (Call Center 43.0% 14.3% 0.0%
Grievance Complaints)
Redressal Number of CGRFs (per 1 Lakh 30 232 292 0
Consumers)

DISCOMwise Grade Comparison

Connection Metering, Rec';zg[attion

and Other Billing and . Overall Grades

. ) and Grievance
Services Collection
Redressal

Operational

DISCOMs R eliability

NBPDCL B+ D D D C+
SBPDCL B+ D C D C+




189786
, 85%

Chandigarh

Chandigarh Electricity Department (CED)
Rating -C+

RuralUrban Ratio Hours of Supply

33492,
‘ T o4 23.6 23.6

HOURS
N
iy

[EEN
oo

= Rural Consumer = Urban Consumer

Parameters

Parameters Sub-Parameters National | National
. Average | Best |

Rural Urban Industrial

Above National Average

Hours of Supply (Urban) 23.5 24.0

Hours of Supply (Rural) 23.6 20.9 23.9

Hours of Supply (Industrial) 23.5 23.4 24.0
Operational DT Failure Rate (%) 2.96% 6.93% | 0.23%
Reliability

Interruption Index (Rural) 58.2 329.5 22.8

Interruption Index (Urban) 194 127.8 0.1

Interruption Index (Industrial) 10.3 101.3 0.1
connectionand | 5 ¢ mers (per Lakh) 1370.4 1532 14809

Other Services

Bills Generated Based on Actual Meter

0, 0, 0,
Reading (% Consumers) 94.7% e -
Con;umers Receiving Billing Updates on 74.9% 69.7% 100.0%
Mobile (% Consumers)
Number of Consumers Paying Digitally
Metering, B'iIIing, (% Consumers) 58.9% 27.3% 82.1%
and Collection Average Time taken for Replacement of 7 44 3.5
Defective Meters in Days (Rural)
Average Time taken for Replacement of 8 36 1
Defective Meters in Days (Urban)
Tariff Categories 37 70 13
Fault Rectification = Availability of TweTier Grievance Y = =

and Grievance Redressal Mechanis(iv/N)




Redressal 24X7 Call CenterFacility (% Consumers) = 100.0% 93.4%  100.0%

Deviation from SOP (Call Center
Complaints)

0.0% 14.3% 0.0%

Parameters Below National Average

Parameters Sub-Parameters National | National
__Average |

Regulatlons Alignment with Industry Best
Practices (Out of 7)

Applications Processed Online (%
Connection and Consumers)

Other Services Average Deviation from SOP in Time Taken
for Providing Connection (%)

Presence of Predetermined Demand Charges
up to 150kW (Y/N)

Bills Generated for Domestic Category
Consumers in a Year

Bills Generated on the Basis of Nonmanual

0.0% 67.6% 100.0%

100.0% -2.3% -88.2%

N - -

73.6% 91.7% 100.0%

0.0% 18.5% 100.0%

Metering, Billing, Meter Reading (% Consumers)

and Collection Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
Billing Frequency for Domestic Category Bi - -
Consumers as per Regulations Monthly

Consumers Receiving Outage Updates on

0, 0, 0,
Mobile (% Consumers) 59.7% B8E0 M0

Fault Rectification
and Grievance

Redressal Number of CGRFs (per 1 LakhConsumers) 1.0 23.2 292.0

DISCOMwise Grade Comparison

Connection Metering, Recfizggtion

and Other Billing, and . Overall Grades

. . and Grievance
SEIWY S Collection
Redressal

Operational

DISCOMs | Reliability

CED | A+ D | C | D c+




Chhattisgarh
Chhattisgarh State Power Distribution Company Limited

Rating -C+
RuralUrban Ratio Hours of Supply
1111881 23.8
, 20% 24
22.2

n 21
o
)
-

4509609, 18

80%
15
= Rural Consumer = Urban Consumer Rural Urban Industrial

Parameters Above National Average

Sub-Parameters CSPDCL National Best
Average

Hours of Supply (Urban) 23.5
Hours of Supply (Rural) 22.2 20.9 23.9
Operational Hours of Supply (Industrial) 23.8 23.4 24.0
Reliability Interruption Index (Rural) 315.6 329.5 22.8
Interruption Index (Urban) 84.7 127.8 0.1
Interruption Index (Industrial) 69.7 101.3 0.1
Presenceof Predetermined Demand v i i
Charges up to 150kW (Y/N)
S N
Connection and  ~\Pplications Processed Online (% |4 5o, 67.6% 100.0%
Other Services Consumers)
Average Deviation from SOP in
Time Taken for Providing -59.4% -2.3% -88.2%
Connection (%)
Average Time taken for
Replacement of Defective Meters in 36 44 3.5
Days (Rural)
Metering, Billing Average Time taken for
and Collection Replacement of Defective Meters in 26 36 1
Days (Urban)
Billing Frequency for Domestic
Category Consumers as per Monthly - -
Regulations




Bills Generatedfor Domestlc 99.2% 91.7% 100.0%
Category Consumers in a Year
Tariff Categories 13 70 13
Availability of Two-Tier Grievance v i )
Redressal Mechanism(Y/N)
R
Fault Rectification  2X7 Call Center Facility (% 100.0% 93.4% 100.0%
and Grievance Consumers)
Average Call Waiting Time at the
Redressal Call Center (Seconds) 4.2 38.0 3.8
Consumers Receiving Outage 0 0 0
Updates on Mobile (% Consumers) 66.6% i) S

Parameters Below National Average

et EEEEEEREEEEEEEEEEEE————— Average Best

ggﬁ;zti:i‘:;a' DT Failure Rate (%) 7.34% 6.93%  0.23%
Regulations Alignment with Industry Best 4 5 7
Connection and Practices (Out of 7)
Other Services | b sumers (per Lakh) 43 1532 1480.9
Bills Generated Based on Actual Meter 75 0% 28% 100.0%
Reading (% Consumers)
Bills Generated on the Basis of Non
0, 0, 0,
manual Meter Reading (% Consumers) 0.2% 18.5% LB0J078
Metering, Billing, | Consumers Receiving Billing Updates on 0 0 o
and Collection Mobile (% Consumers) 66.6% B e
Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
1 1ai 0,
(l\:lgr:st:ﬁ;g:sc):onsumers Paying Digitally (% 13.3% 27 3% 82 1%
Fault Rectification gs‘r’r']atlg?]tg)o m SOP (Call Center 37.0% = 14.3% = 0.0%
and Grievance P
Redressal Number of CGRFs (per 1 LakhConsumers) 7.0 23.2 292.0

DISCOMwise Grade Comparison

DISCOMs

CSPDCL

Operational

Fault
Rectification
and Grievance
Redressal

Connection
and Other
Services

Metering,
Billing, and

Reliability Collection

Overall Grades




Dadra and Nagar

Haveli

DNH Power Distribution Corporation Ltd (DNHPDCL)

Rating -C+
24 23.5 23.2
21.6
31490,
0 21
46769, 40% @
0 -]
60% 3
T
18
= Rural Consumer = Urban Consumer 15
Rural Urban Industrial
Parameters Above National Average
Parameters Sub-Parameters DNHPDCL NG NG
Average Best
Hours of Supply (Urban) 23.5 23.5 24.0
Hours of Supply (Rural) 21.6 20.9 23.9
i 0 0, 0 0,
Operational DT Failure Rate (%) 5.08% 6.93% 0.23%
Reliability Interruption Index (Rural) 73.4 329.5 22.8
Interruption Index (Urban) 67.8 127.8 0.1
Interruption Index (Industrial) 68.6 101.3 0.1
Applications ProcessedOnline (% o o o
Connection and Consumers) 73.1% 67.6% 100.0%
Other Services Prosumers (per Lakh) 276.3 153.2 1480.9
Bills C_;enerated Based on Actual Meter 89.1% 78% 100.0%
Reading (% Consumers)
Bills Generated on the Basis of Non 0 0 o
manual Meter Reading (% Consumers) 87.5% kS i
Average Time taken for Replacement of 0 44 35
Defective Meters in Days (Rural) ’
Metering, Billing Average Time taken for Replacement of 0 36 1
and Collection Defective Meters in Days (Urban)
Billing Frequency for Domestic Category
; Monthly - -
Consumers as perRegulations
Bills Genera_ted for Domestic Category 100.0% 91.7% 100.0%
Consumers in a Year
Tariff Categories 28 70 13




Availability of Two-Tier Grievance

. Y - -
‘ Fault Rectification Redressal Mechanism (Y/N)

and Grievance 24X7 CallCenter Facility (% Consumers) 100.0% 93.4% 100.0%
Redressal

Consumers Receiving Outage Updates on

0 0 0
Mobile (% Consumers) 100.0% 64.3% 100.0%

Parameters Below National Average

Sub-Parameters DNHPDCL National National
e Average Best

Operational .
Reliability Hours of Supply (Industrial) 23.2 23.4 24.0
Regulations Alignment with Industry Best 4 5 7
Connection Practices (Out of 7)
| P . .
Average Deviation from SOP in Time Taken o P o
gnd cher for Providing Connection (%) 100.0% 2 ek
ervices Presence of Predetermined Demand Charg N i )
up to 150kW (Y/N)
ﬁ%’;ﬁ‘;’?ﬁ’iﬁﬁiﬁ:ﬁ;’}i)B""”g Updates on 26.8% = 69.7%  100.0%
Metering, 2
Billing and Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
Collection . -~ 0
lc\l:gnmstz;r]grfs():onsumers PayingDigitally (% 25 0% 27 3% 82 1%
Average Call Waiting Time at the Call Center 38.0 38
Fault (Seconds) i : :
Rectification - ;
and Grievance Deviation from SOP (Call Center Complaints) - 14.3% 0.0%
Redressal Number of CGRFs (per 1 Lakh Consumers) 1.0 23,2 292.0

DISCOMwise Grade Comparison

. . Fault
Connection Metering, Rectification

and Other Billing and Overall Grades

. . and Grievance
Services Collection
Redressal

DNHPDCL B+ D C D C+

DISCOMSs Operational

Reliability




Delhi
BSES Rajdhani PoweLtimited (BRPL)

Rating - A+
RurakUrban Ratio Hours of Supply
23.9
0, 0% 24 23.3

%)
o 21
)
O
T 18

2697029,

100%
15
m Rural Consumer = Urban Consumer Urban Industrial

Parameters Above National Average

Parameters Sub-Parameters BRPL National National
Average Best

Hours of Supply (Urban) 23.5 24.0
Hours of Supply (Industrial) 24.0 23.4 24.0
Operational DT Failure Rate (%) 0.33% 6.93% 0.23%
Reliability
Interruption Index (Urban) 17 1278 0.1
Interruption Index (Industrial) 17 101.3 0.1
Presence of Predetermined Demand Charges v i _
up to 150kW (Y/N)
Regulations Alignment with Industry Best 6 5 7
Connection and Practices (Out of 7)
Other Services Applications Processed Online (% Consumers)  100.0% 67.6% 100.0%
Average Deviation from SOP in Time Taken ) o P ) o
for Providing Connection (%) 39.3% 2:3% 88.2%
Bills Qenerated Based on Actual Meter 95.8% 78.0% 100.0%
Reading (% Consumers)
Bills Generated on the Basis of Norrmanual
0, 0, 0,
Meter Reading (% Consumers) 100.0% o UL
Consumers Receiving Billing Updates on 97% 69.6% 100.0%
Mobile (% Consumers) ) ’
Metering, Billing Number of Consumers Paying Digitally (% 82 1% 27 3% 82 1%
and Collection Consumers) =70 270 =70
Average Time taken for Replacement of 3 36 1
Defective Meters in Days (Urban)
Billing Frequency for Domestic Category
. Monthly - -
Consumers as per Regulations
Bills Generated for Domestic Category 98.2% 91.7% 100.0%

Consumers in a Year



Tariff Categories

24 70 13
Availability of Two-Tier Grievance Redressal v i )
Mechanism (Y/N)
Fault 24X7 Call Center Facility (% Consumers) 100.0% 93.4% 100.0%
Recuﬂganon Average Call Waiting Time at the Call Center 154 37.98 38
and Grievance (Seconds)
Redressal Con§umers Receiving Outage Updates on 97 5% 64.27% 100.0%
Mobile (% Consumers)
Deviation from SOP (Call Center Complaints) 0.0% 14.3% 0.0%

Parameters Below National Average

Average Best

Connection and Other

Services Prosumers (per Lakh) 4.9 1480.9
Metermg, Billing and Prepaid Consumers (% Consumers) 0.4% 1.75% 66.4%
Collection

Fault Rectification and Number of CGRFs (per 1 Lakh

Grievance Redressal ~ Consumers) 1.0 = 2er0

DISCOMwise Grade Comparison

Fault
Redctification

Connection Metering,

Operational

DISCOMs o and Other Billing and : Overall Grades
Reliability : : and Grievance
Services Collection
Redressal
BRPL A+ A A+ A A+
BYPL A+ A A+ A A+

TPDDL A+ A B+ A+ A



Delhi
BSESYamuna Power Limited (BYPL)

Rating - A+
: Hours of Suppl
Rural Urban Ratio pp y
23.3
0, 0% 24
wn 21
o
D
O
T 18
1750556,
100%
15
= Rural Consumer = Urban Consumer Urban Industrial

Parameters Above National Average

Parameters Sub-Parameters BYPL National | National
Average Best

Hours of Supply (Urban) 23.5 24.0
Hours of Supply (Industrial) 24.0 23.4 24.0
. DT Failure Rate (%) 0.76% 6.93% 0.23%
Operational
Reliability Interruption Index (Rural) 0.0 329.5 0.0
Interruption Index (Urban) 2.6 127.8 0.1
Interruption Index(Industrial) 2.6 101.3 0.1

Presence of Predetermined Demand Charg Y - -
up to 150kW (Y/N)
Regulations Alignment with Industry Best

Connection and  Practices (Out of 7)
Other Services

6 5 7

Applications Processed Online (% Consumers) 100.0% 67.6% 100.0%

Average Deviation from SOP in Time Taken
for Providing Connection (%)
Bills Generated Based on Actual Meter
Reading (% Consumers)
Bills Generated on the Basis ofNon-manual
Meter Reading (% Consumers)
Metering, Billing  Consumers Receiving Billing Updates on
and Collection Mobile (% Consumers)
Number of Consumers Paying Digitally (%
Consumers)
Average Time taken for Replacement of
Defective Meters in Days (Urban)

-15.7% -2.3% -88.2%

98.7% 78.0% 100.0%

100.0% 19% 100.0%

97.4% 69.6% 100.0%

77.0% 27.3% 82.1%

1 36 1



Billing Frequency for Domestic Category
Consumers as per Regulations

Bills Generated for Domestic Category
Consumers in a Year

Monthly - -

98.6% 91.7% 100.0%

Tariff Categories 24 70 13
Availability of Two-Tier Grievance Redressal v ) )
Mechanism (Y/N)
Fault 24X7 Call Center Facility (% Consumers) 100.0% 93.4% 100.0%
Rgctlflcatlon and Average Call Waiting Time at the Call Center 10.7 37.98 38
Grievance (Seconds)
Redressal Con;umers Receiving Outage Updates on 97.4% 64.27% 100.0%
Mobile (% Consumers)
Deviation from SOP (Call Center Complaints) 0.0% 14.3% 0.0%

Parameters Below National Average

Average Best

Connection and Other Services  Prosumers (per Lakh) . 1480.9

Prepaid Consumers (%

Metering, Billing and Collection 0.11% 1.75% 66.4%

Consumers)
Faylt Rectification and Number of CGRFs (per 1 Lakh 10 23 292 0
Grievance Redressal Consumers)

DISCOMwise Grade Comparison

. . Fault
Operational connection Metering, Rectification
DISCOMs P o and Other Billing and : Overall Grades
Reliability : : and Grievance
Services Collection

Redressal
BRPL A+ A A+ A A+
BYPL A+ A A+ A A+

TPDDL A+ A B+ A+ A



Delhi

Tata Power Delhi Distribution Limited (TPDDL)
Rating -A

RurakUrban Ratio Hours of Supply

23.9
0, 0% 24 23.3
21
912016, 18
100%
15

m Rural Consumer = Urban Consumer

HOURS

Urban Industrial

Parameters Above National Average

Parameters Sub-Parameters TPDDL National | National
Average Best

Hours of Supply (Urban) 23.5 24.0

Hours of Supply (Industrial) 24.0 23.4 24.0
Operational DT Failure Rate (%) 2.26%  6.93%  0.23%
Reliability

Interruption Index (Urban) 4.1 127.8 0.1

Interruption Index (Industrial) 4.1 101.3 0.1

Presence of Predetermined Demand Charges

up to 150kW (Y/N)

Regulations Alignment with Industry Best
Connection and Practices (Out of 7)

Other Services Applications Processed Online (% Consumers)  100.0% 67.6% 100.0%

Y - -

6 5 7

Average Deviation from SOP in Time Taken for
Providing Connection (%)
Bills Generated Based on Actual Meter Reading 100.0%
(% Consumers)
Bills Generated on the Basis of Norrmanual
Meter Reading (% Consumers)
Consumers Receiving Billing Updates on Mobile
Metering, Billing (% Consumers)
and Collection Number of Consumers Paying Digitally (%
Consumers)
Average Time taken for Replacement of
Defective Meters in Days (Urban)
Billing Frequency for Domestic Category
Consumers as per Regulations

-23.4% -2.3% -88.2%
78.0% 100.0%
25.2% 19% 100.0%
100.0% 69.6% 100.0%
52.7% 27.3% 82.1%
3 36 1

Monthly - -



Parameters Sub-Parameters TPDDL National | National
Average Best

Bills Generated for Domestic Category 96.6% LT 100.0%
Consumers in a Year : . ]

Tariff Categories 38 70 13
Availability of Two-Tier Grievance Redressal v ) )
Mechanism (Y/N)
Fault 24X7 Call Center Facility (% Consumers) 100.0% 93.4% 100.0%
Recuﬂganon Average Call Waiting Time at the Call Center 18.2 3798 38
and Grievance  (Seconds)
Redressal Con§umers Receiving Outage Updates on 100.0% 64.27% 100.0%
Mobile (% Consumers)
Deviation from SOP (Call Center Complaints) 1.0% 14.3% 0.0%

Parameters Below National Average

Parameters Sub-Parameters TPDDL National | National
Average Best

Connection and Other

Prosumers (per Lakh) 1480.9
Services
Metemg' Billing and Prepaid Consumers (% Consumers) 0.3% 1.75% 66.4%
Collection
Fa_ult Rectification and Number of CGRFs (per 1 Lakh 10 23 2920
Grievance Redressal Consumers)

DISCOMwise Grade Comparison

. . Fault
Operational Connection Metering, Rectification
DISCOMs c o and Other Billing and : Overall Grades
Reliability ' : and Grievance
SRS Collection

Redressal
BRPL A+ A A+ A A+
BYPL A+ A A+ A A+

TPDDL A+ A B+ A+ A



GOA

Goa Electricity Department (GED)

RuralUrban Ratio

237070
, 37%

= Rural Consumer

H +
Rating -C
24
0 21

406885 08‘
. 63% 2 .
15

= Urban Consumer

Rural

Parameters Above National Average

National National
Parameter Sub-Parameters
Average Best

Hours of

Supply
23.7

Urban

Industrial

Hours of Supply (Urban) 23.5 24.00
Hours of Supply (Rural) 21.8 20.9 23.9
Operational Hours of Supply (Industrial) 23.4 23.4 24.00
Reliability DT Failure Rate (%) 2.3% 6.9% 0.2%
Interruption Index (Rural) 143.1 329.5 22.8
Interruption Index (Urban) 86.6 127.8 0.1
Presence of Predetermined Demand Charges v ) )
Connections and | up to 150kW (Y/N)
Other Services
Applications Processed Online (% Consumers) | 100.0% 67.6% 100.0%
N f Paying Digitally (%
umber of Consumers Paying Digitally (% 31.7% 27 3% 82.1%
Consumers)
Averaqe Time takgn for Replacement of 15 44 35
Defective Meters in Days (Rural)
Metering, Billing  Average Time taken for Replacement of 1 - 1
and Collection Defective Meters in Days (Urban)
Billing F for D tic Cat
illing Frequency for omgs ic Category Monthly ) )
Consumers as perRegulations
Tariff Categories 50 70 13
Fault Rectification Avallabl!lty of Two-Tier Grievance Redressal v i i
& Grievance Mechanism (Y/N)
Redressal 24X7 Call Center Facility (% Consumers) 100.00% 93.4% 100.00%




National National
Parameter Sub-Parameters GED
Average Best

Average Call Waiting Time at the Call Center 353 38.0 38
(Seconds)

Deviation from SOP (Call Center Complaints) 0.0% 14.3% 0.00%

Parameters Below National Average

National | National
Parameter Sub-Parameters (€1=1D)
Average Best

ional
Opgra’Fllona Interruption Index (Industrial) 138.0 101.3 0.1
Reliability

Regulations Alignment with Industry Best
Practices (Out of 7)
Connections and ' Average Deviation from SOP in Time Taken for

26.4% -2.3% -88.2%

Other Services Providing Connection (%)
Prosumers (per Lakh) 40.1 153.2 1480.9
i i 100.00
Bills Generated Based on Actual Meter Reading 76.9% 78%
(% Consumers) %

Bills Generated on the Basis of Norrmanual
Meter Reading (% Consumers)

Metering, Billing ' Bills Generated for Domestic Category

and Collection Consumers in a Year

Consumers Receiving Billing Updates on Mobile
(% Consumers)

0.2% 18.5% 100%

74.9% 91.7% 100.0%

47.7% 69.7% 100.0%

Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%

Consumers Receiving Outage Updates on
Mobile (% Consumers)

Fault Rectification
& Grievance
Redressal Number of CGRF's (per 1 Lakh Consumers 1.0 23.2 292.0

47.7% 64.3% 100.0%

Connection Metering, Recfi?iggtion

and Other Billing and Overall Grades

. . and Grievance
Services Collection
Redressal

Operational

DISCOMs Reliability

GED A D D D C+




Gujarat

Dakshin Gujarat Vij Company Limited (DGVCL)
Rating -B

RuralUrban Ratio Hours of Supply
23.9
24 23.6

1255309,
47%
21
1427436, 18
53%
15

= Rural Consumer = Urban Consumer

HOURS

Rural Urban Industrial

Parameters Above National Average

National National
Parameter Sub-Parameters DGVCL
Average Best

Hours of Supply (Urban) 23.5 24.00
Hours of Supply (Rural) 23.6 20.9 23.9
Hours of Supply (Industrial) 23.8 23.4 24.00
O tional
perationa DT Failure Rate (%) 6.1% 6.9% 0.2%
Reliability
Interruption Index (Rural) 149.8 329.5 22.8
Interruption Index (Urban) 44.3 127.8 0.1
Interruption Index (Industrial) 20.6 101.3 0.1

Presence of Predetermined Demand Charges
up to 150kW (Y/N)
Regulations Alignment with Industry Best

Connections and | practices (Out of 7)
Other Services

Y - -

5 5 7

Applications Processed Online (% Consumers) | 100.0% 67.6% 100.0%

Prosumers (per Lakh) 1321.9 153.2 1480.9

Bills Generated Based on Actual Meter
Reading (% Consumers)

Metering, Billing Average Time taken for Replacement of
and Collection Defective Meters in Days (Rural)
Average Time taken for Replacement of
Defective Meters in Days (Urban)

99.8% 78.0% 100.00%

3 44 3.5




National National
Parameter Sub-Parameters DGVCL
Average Best

Bill for D i
ills Genera_ted or Domestic Category 100.0% 91.7% 100.0%
Consumers in a Year

Consumers Receiving Billing Updates on
Mobile (% Consumers)

78.0% 69.7% 100.0%

Tariff Categories 63 70 13
Availability of Two-Tier Grievance Redressal v
Mechanism (Y/N)
Fault Rectification ' 24X7 Call Center Facility (% Consumers) 100.00% = 93.4% = 100.00%
& Grievance
Receivi
Redressal Consumers Receiving Outage Updates on 81.4% 64.3% 100.0%

Mobile (% Consumers)

Deviation from SOP (Call Center Complaints) 0.0% 14.3% 0.00%

Parameters Below National Average

National | National
Parameter Sub-Parameters DGVCL I I
Average Best

Connections and | Average Deviation from SOP in Time Taken for

. o . 43.7% -2.3% -88.2%
Other Services Providing Connection (%) ° ° °
Bills Generated on the Basis of Nonmanual
Meter Reading (% Consumers)

0.2% 18.5% 100%

) . Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
Metering, Billing
i Number of C Paying Digitally (%
and Collection umber of Consumers Paying Digitally (% 22.9% 27 3% 82.1%
Consumers)
Billing Frequency for Domestic Category Bi-
Consumers as per Regulations Monthly
Fault Rectification Average Call Waiting Time at the Call Center ) 38.0 38
& Grievance (Seconds)
Redressal Number of CGRF's (per 1 LakhConsumers 20.0 23.2 292.0

DISCOMwise Grade Comparison

. . Fault
Operational Connection Metering, Rectification
DISCOMs b L and Other Billing and : Overall Grades
Reliability _ : and Grievance
Services Collection

Redressal
DGVCL A+ C D C B
MGVCL A+ A+ D D B
UGVCL A+ B D D B
PGVCL A D D D C+




Gujarat
Madhya Gujarat Vi) Company Limited (MGVCL)

Rating -B
RuralUrban Ratio Hours of Supply
23.7 23.8
24
1094055,
40%
%)
@21
)
1628156, Q 1
60%
15
® Rural Consumer = Urban Consumer Rural Urban Industrial

Parameters Above National Average

National National
Parameter Sub-Parameters MGVCL
Average Best

Hours of Supply (Urban) 23.5 24.00
Hours of Supply (Rural) 23.7 20.9 23.9
Operational Hours of Supply (Industrial) 23.5 23.4 24.00
Reliability Interruption Index (Rural) 40.7 329.5 22.8
Interruption Index (Urban) 23.1 127.8 0.1
Interruption Index (Industrial) 18.0 101.3 0.1

Presence of Predetermined Demand Charges
up to 150kW (Y/N)

Regulations Alignment with Industry Best
Practices (Out of 7)

Connections and

Other Services Applications Processed Online (% Consumers) | 100.0% 67.6% 100.0%

Average Deviation from SOP in TimeTaken
for Providing Connection (%)

Prosumers (per Lakh) 1480.9 15.2 1480.9

-69.5% -2.3% -88.2%

Bills Generated Based on Actual Meter
Reading (% Consumers)

Average Time taken for Replacement of
Metering, Billing Defective Meters in Days (Rural)

and Collection Average Time taken for Replacement of
Defective Meters in Days (Urban)

98.1% 78.0% 100.00%

13 44 3.5

Bills Generated for Domestic Category 98.0% 91.7% 100.0%




National National
Parameter Sub-Parameters MGVCL
Average Best

Consumers in a Year

Consumers Receiving Billing Updates on

0, 0, 0,
Mobile (% Consumers) 75.0% B L

Tariff Categories 63 70 13
Availability of Two-Tier Grievance Redressal v

Mechanism (Y/N)

24X7 Call Center Facility (% Consumers) 100.00% 93.4% 100.00%

Fault Rectification
& Grievance
Redressal

Consumers ReceivingOutage Updates on

. 75.0% 4.3% 100.0%
Mobile (% Consumers) 5.0% 64.3% 00.0%

Deviation from SOP (Call Center Complaints) 0.0% 14.3% 0.00%

Number of CGRF's (per 1 Lakh Consumers 119.0 23.2 292.0

Parameters Below National Average

National | National
Parameter Sub-Parameters MGVCL I :
Average Best

Operational .
p. .I. DT Failure Rate (%) 7.2% 6.9% 0.2%
Reliability

Bills Generated on the Basis of Nonmanual

. 0.04% 18.5% 100%
Meter Reading (% Consumers) ° ° 0

) . Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
Metering, Billing
i Number of Consumers Paying Digitally (%
and Collection u u ying Digitally (% 216% | 273% | 82.1%
Consumers)
Billing Frequency for Domestic Category Bi-
Consumers as per Regulations Monthly
Fault Rectification
A Il Waiting Ti h I
& Grievance verage Call Waiting Time at the Call Center ) 38.0 38

(Seconds)

Redressal

DISCOMwise Grade Comparison

Fault
Operational S Metering, Recti?igation
DISCOMs . . and Other Billing and : Overall Grades
Reliability . : and Grievance
Services Collection
Redressal
DGVCL A+ C D C B
MGVCL A+ A+ D D B
UGVCL A+ B D D B
PGVCL A D D D C+




Gujarat

Paschim Gujarat Vij Company Limited (PGVCL)

; +
Rating -C
Rural-Urban Ratio
24 23.0
2347909, 2061530 @ 21
53% ,AT% )
@)
T 18

= Rural Consumer

= Urban Consumer
Rural

Parameters Above National Average

National National
Parameter Sub-Parameters PGVCL
Average Best

23.8

Urban

Hours of Supply

15III

Industrial

Hours of Supply (Urban) 23.5 24.00
Hours of Supply (Rural) 23.0 20.9 23.9
Operational Hours of Supply (Industrial) 23.5 23.4 24.00
Reliability Interruption Index (Rural) 173.9 329.5 22.8
Interruption Index (Urban) 44.0 127.8 0.1
Interruption Index (Industrial) 38.3 101.3 0.1
Presence of Predetermined Demand Charges v
up to 150kW (Y/N)
_ Regulations Alignment with Industry Best 5 5 7
Connections and | practices (Out of 7)
Other Services o ]
Applications Processed Online (% Consumers) | 100.0% 67.6% 100.0%
Prosumers (per Lakh) 1224.5 153.2 1480.9
Bills Generated Based on Actual Meter
e ! 82.1%  78.0%  100.00%
Reading (% Consumers)
Bills Generated for Domestic Category
. . . 98.7% 1.7% 100.0%
Metering, Billing | Consumers in a Year 8.7% 91.7% 00.0%
and Collection Consumers Receiving Billing Updates on
. 9 =fing &b 77.7% | 69.7%  100.0%
Mobile (% Consumers)
Tariff Categories 63 70 13




National National
Parameter Sub-Parameters PGVCL
Average Best

Avallablhty of Two-Tier Grievance Redressal
Mechanism (Y/N)

Fault Rectification | 24X7 Call Center Facility (% Consumers) 100.00% = 93.4% = 100.00%
& Grievance

Redressal

Consumers Receiving Outage Updates on

77.7% 43% | 100.0%
Mobile (% Consumers) 0 64.3% 00.0%

Deviation from SOP (Call Center Complaints) 0.0% 14.3% 0.00%

Parameters Below National Average

National | National
Parameter Sub-Parameters PGVCL I I
Average Best

Operational )
peraty DT Failure Rate (%) 11.5% = 6.9% = 0.2%
Reliability
Connections and | Average Deviation from SOP in Time Taken for
. o . 100.0% -2.3% -88.29
Other Services Providing Connection (%) 00.0% 3% 88.2%

Bills Generated on the Basis of Norrmanual
Meter Reading (% Consumers)

Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
Number of Consumers Paying Digitally (%
Consumers)

Metering, Billing ' Average Time taken for Replacement of

0.2% 18.5% 100%

21.7% 27.3% 82.1%

and Collection Defective Meters in Days (Rural) 88 a4 35
Average Time taken for Replacement of 47 36 1
DefectiveMeters in Days (Urban)
Billing Frequency for Domestic Category Bi
Consumers as per Regulations Monthly ) -
Fault Rectification | Average Call Waiting Time at the Call Center ) 38.0 38
& Grievance (Seconds)
Redressal Number of CGRF's (per 1 LakhConsumers 4.0 23.2 292.0

DISCOMwise Grade Comparison

Fault
Rectification

Connection Metering,

Operational

DISCOMs . and Other Billing and : Overall Grades
Reliability : : and Grievance
Services Collection
Redressal
DGVCL A+ C D C B
MGVCL A+ A+ D D B
UGVCL A+ B D D B
PGVCL A D D D C+




Uttar Gujarat Vi) Company Limited (UGVCL)

Gujarat

Rating -B
RuralUrban Ratio
1057875, 24
34%
n 21
e
-]
2063948 e
’ T 18
66%
15

= Rural Consumer

= Urban Consumer

Parameters Above National Average

National National
Parameter Sub-Parameters UGVCL
Average Best

Hours of Supply

23.9

23.9

Rural

Urban

Industrial

Hours of Supply (Urban) 23.5 24.00
Hours of Supply (Rural) 23.9 20.9 23.9
Hours of Supply (Industrial) 23.9 23.4 24.00
ional
Opgrat_l_ona DT Failure Rate (%) 5.0% 6.9% 0.2%
Reliability
Interruption Index (Rural) 35.0 329.5 22.8
Interruption Index (Urban) 21.4 127.8 0.1
Interruption Index (Industrial) 20.2 101.3 0.1
Presence of Predetermined Demand Charges v
up to 150kW (Y/N)
. Regulations Alignment with Industry Best 5 5 7
Connections and | practices (Out of 7)
Other Services o )
Applications Processed Online (% Consumers) | 100.0% 67.6% 100.0%
Prosumers (per Lakh) 651.9 153.2 1480.9
Bills Generated Based on Actual Meter
. - 0, 0, 0,
Metering, Billing | Reading (% Consumers) 83.2% 78.0% | 100.00%
and Collection
Tariff Categories 63 70 13
Fault Rectification Avallab|!|ty of Two-Tier Grievance Redressal v i i
& Grievance Mechanism (Y/N)
Redressal 24X7 Call Center Facility (% Consumers) 100.00% 93.4% 100.00%




National National
Parameter Sub-Parameters UGVCL
Average Best

Consumers Receiving Outage Updates on
. g Lutage Lp 65.0% | 64.3%  100.0%
Mobile (% Consumers)
Deviation from SOP (Call Center Complaints) 0.0% 14.3% 0.00%
Parameters Below National Average
National | National
Parameter Sub-Parameters UGVCL
Average Best
Connections and | Average Deviation from SOP in Time Taken for
. o . 32.1% -2.3% -88.2%
Other Services Providing Connection (%) 0 0 0
Bills Generated on the Basis of Normanual
) 0.2% 18.5% 100%
Meter Reading (% Consumers) ° ° 0
Consumers Receiving Billing Updates on Mobile
u Ving BIfing & "¢ 65.0% | 69.7% | 100.0%
(% Consumers)
Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
Number of Consumers Paying Digitally (%
! ! ying Digitally (% 19.8% = 27.3% = 82.1%
Metering, Biling = Consumers)
and Collection Average Time taken for Replacement of a4 35
Defective Meters in Days (Rural) :
Average Time taken for Replacement of 36 1
Defective Meters in Days (Urban)
Billing Frequency for Domestic Category BF
Consumers as per Regulations Monthly ) i
Bills Genera_ted for Domestic Category 72 4% 91.7%  100.0%
Consumers in a Year
Fault Rectification Average Call Waiting Time at the Call Center ) 38.0 38
& Grievance (Seconds)
Redressal Number of CGRF's (perl Lakh Consumers 2.0 23.2 292.0

DISCOMwise Grade Comparison

Fault
Operational S Metering, Rectifigation
DISCOMs 3 o and Other Billing and : Overall Grades
Reliability . : and Grievance
Services Collection
Redressal

DGVCL A+ C D C B
MGVCL A+ A+ D D B
UGVCL A+ B D D B
PGVCL A D D D C+




Haryana

Dakshin Haryana Bijli Vitran Nigam Limited (DHBVNL)

Grade -B
RuralUrban Ratio
24
1426144,
43%
1912843, 921
57% 3
T 18
15

m Rural Consumer = Urban Consumer

Parameters Above National Average

T Average Best

Hours of Supply

23.5

234

] I I

Rural

Urban

Industrial

Operational .
Reliability Interruption Index (Rural) 296.4 329.5 22.8
Regulations Alignment with Industry Best 7 5 7
Practices (Out of 7)
I i I i 0,
Connectlon and | Applications Processed Online (% 100.0% = 67.6% | 100.0%
Other Services Consumers)
Presence of Predetermined Demand Charges v ) )
up to 150kW (Y/N)
Bills (_3enerated Based on Actual Meter 82 6% 78% 100.0%
Reading (% Consumers)
Bills Generated on the Basis of Norrmanual
0, 0 0,
Meter Reading (% Consumers) 54.4% 18.5% I
Congumers Receiving Billing Updates on 100.0% = 69.7%  100.0%
Mobile (% Consumers)
1 illi 1 1ai 0,
Metering, B_|II|ng Number of Consumers Paying Digitally (% 37 6% 27 3% 82 1%
and Collection Consumers)
Average Time taken for Replacement of 0 44 35
Defective Meters in Days (Rural) '
Average Time taken for Replacement of 21 36 1
Defective Meters in Days (Urban)
Tariff Categories 66 70 13
24X7 Call Center Facility (% Consumers) 100.0% | 93.4% @ 100.0%
Fault Consumers Receiving Outage Updates on 0 0 o
Rectification and | Mobile (% Consumers) 86.5% 64.3% IR
Grievance o .
Deviation from SOP (Call Center Complaints) 2.0% 14.3% 0.0%
Redressal
Availability of Two-Tier Grievance Redressal v i i
Mechanism (Y/N)




Parameters Below National Average

R R EEEE————————————G———G———————G—G———————SSS— Average Best

Hours of Supply (Urban) 23.49 23.52 24.0
Hours of Supply (Rural) 20.06 20.89 23.9
Operational Hours of Supply (Industrial) 23.37 23.43 24.0
Reliability Interruption Index (Urban) 139.2 127.8 0.1
Interruption Index (Industrial) 139.2 101.3 0.1
DT Failure Rate (%) 8.05% 6.93% 0.23%
Average Deviation from SOP in Time Taken 0 5 20 o
Connection and | for Providing Connection (%) 33.8% 2:3% S8
Other Services | b osumers (per Lakh) 1473 1532 = 1480.9
Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
Metering, Billing | Billing Frequency for Domestic Category Bi- i i
and Collection Consumers as per Regulations Monthly
Bills Genera_ted for Domestic Category 84.9% 91.7%  100.0%
Consumers in a Year
Fault Average Call Waiting Time at the Call Center
Rectification and | (Seconds) 134.3 e &
Grievance Number of CGRFs (per 1 Lakh Consumers) 1.0 232 | 2920
Redressal

DISCOMwise Grade Comparison

. . Fault
Operational Connection Metering, Rectification
DISCOMs P C and Other Billing and : Overall Grades
Reliability : : and Grievance
Services Collection
Redressal
UHBVNL C+ A C C+ C+
DHBVNL B+ D C+ B+ B




Haryana

Uttar Haryana Bijli Vitran Nigam Limited (UHBVNL)

Grade -C+
RuralUrban Ratio
24
1207511,

42% n 21

nd

]

1652757, %
58% 18
15

= Rural Consumer = Urban Consumer

Parameters Above National Average

Parameters Sub-Parameters UHBVNL National | National
Average Best

Hours of Supply

23.4

2 I I

Rural

Urban

Industrial

Operatlonal
Reliability Interruption Index (Industrlal) 101.3
Regulations Alignment with Industry Best 7 5 7
Practices (Out of 7)
. o P
Connectlon_ and | Applications Processed Online (% 100.0% = 67.6% | 100.0%
Other Services Consumers)
Presence of Predetermined Demand Charges Y ) )
up to 150kW (Y/N)
Bills Generated on the Basis of Norrmanual
0, 0, 0,
Meter Reading (% Consumers) 30.8% 18.5% |100.0%
Congumers Receiving Billing Updates on 76.5% 69.7% | 100.0%
Mobile (% Consumers)
. - 0
_ N Number of Consumers Paying Digitally (% 41.7% 27 3% 82.1%
Metering, Billing | Consumers)
and Collection Average Time taken for Replacement of 13 24 35
Defective Meters in Days (Rural) '
Average Time taken for Replacement of 9 36 1
Defective Meters in Days (Urban)
Tariff Categories 66 70 13
24X7 Call Center Facility (% Consumers) 100.0% | 93.4% @ 100.0%
Fault Average Call Waiting Time at the Call Center
Rectification and | (Seconds) 37l G Ex
Grievance Consumers Receiving Outage Updates on o o o
Redressal Mobile (% Consumers) 100.0% | 64.3% RS
Availability of Two-Tier Grievance Redressal Y i i
Mechanism (Y/N)




Parameters Below National Average

Hours of Supply (Urban) 23.43 23.52 24.0
Hours of Supply (Rural) 17.84 20.89 23.9
Operational Hours of Supply (Industrial) 21.34 23.43 24.0
Reliability Interruption Index (Rural) 337.3 329.5 22.8
Interruption Index (Urban) 189.1 127.8 0.1
DT Failure Rate (%) 8.88% 6.93% 0.23%
Average Deviation from SOP in Time Taken 0 5 20 o
Connection and for Providing Connection (%) 3L.1% 2.3% S8
Other Services | b osumers (per Lakh) 106.9 = 1532 = 1480.9
Bills (_Benerated Based on Actual Meter 72 4% 78% 100.0%
Reading (% Consumers)
. - Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
Metering, Billing
and Collection Billing Frequency for Domestic Category Bi- i )
Consumers as per Regulations Monthly
Bills Genera_ted for Domestic Category 83.8% 91.7%  100.0%
Consumers in a Year
Fault Deviation from SOP (Call Center Complaints) = 82.0% = 14.3% = 0.0%
Rectification and
Grievance Number of CGRFs (per 1 Lakh Consumers) 1.0 232 | 2920
Redressal

DISCOMwise Grade Comparison

. . Fault
Operational Connection Metering, Rectification
DISCOMs P D and Other Billing and : Overall Grades
Reliability : : and Grievance
Services Collection
Redressal
UHBVNL C+ A C C+ C+
DHBVNL B+ D C+ B+ B




Himachal Pradesh
Himachal Pradesh State Electricity Board Ltd. (HPSEBL)

Grade -B
Rural-Urban Ratio
486868,

19% 24

%)
@ 21

)

2025796, O
81% T 18
m Rural Consumer = Urban Consumer 15

Parameters Above National Average

Hours of Supply

23.7

Rural

Urban

Industrial

N | | National
Parameter Sub-Parameters HPSEBL ationa ationa
Average Best
Hours of Supply (Urban) 23.5 24.0
Hours of Supply (Rural) 21.0 20.9 23.9
Hours of Supply (Industrial) 23.9 23.4 24.0
Operational
p_ _I_ Interruption Index (Rural) 138.2 329.5 22.8
Reliability
Interruption Index (Urban) 35.3 127.8 0.1
Interruption Index (Industrial) 8.6 101.3 0.1
DT Failure Rate (%) 3.03% 6.93% 0.23%
Connection and Presence of Predetermined Demand Charges v
Other Services up to 150kW (Y/N)
Bills Generated Based on Actual Meter
. 90.6% 78% 100.0%
Reading (% Consumers)
Consumers Receiving Billing Updates on
. 9 =fing &b 73.7% | 69.7%  100.0%
Mobile (% Consumers)
Number of Consumers Paying Digitally (%
o ! . ying Digitally (% 35.9% = 27.3%  82.1%
Metering, Billing Consumers)
and Collection Average Time taken for Replacement of 23 44 35
Defective Meters in Days (Rural) ’
Average Time taken for Replacement of 10 36 1
Defective Meters in Days (Urban)
Billing Frequency for Domestic Categor
grred Y . gory Monthly - -
Consumers as per Regulations
Fault Rectification | 24X7 Call Center Facility (% Consumers) 100.0% 93.4% 100.0%




National | National
Parameter Sub-Parameters HPSEBL aHond ationa
T ST T ——_— s 22 L Best

& Grievance Consumers Receiving Outage Updates on
. 73.7% 4.3% 100.0%
Redressal Mobile (% Consumers) 3.7% 64.3% 00.0%
Availability of Two-Tier Grievance Redressal vy
Mechanism (Y/N)
Number of CGRFs (per 1Lakh Consumers) 292.0 23.2 292.0

Parameters Below National Average

National | National
Parameter Sub-Parameters HPSEBL aond atona
s —————————————.————c e

Regulations Alignment with Industry Best 4 5 7
Practices (Out of 7)

Connections and Applications Processed Online (% Consumers) 0.0% 67.6% 100.0%

Other Servi A Deviation f P in Time Taken f
er Services vergge eV|at|on_ rom SOP in Time Taken for 71.6% 23% -88.20%
Providing Connection (%)
Prosumers (per Lakh) 77.0 153.2 1480.9

Bills Generated on the Basis ofNon-manual
Meter Reading (% Consumers)
Bills Generated for Domestic Category

Metering, Billing ' consumers in a Year
and Collection

0.3% 18.5% 100.0%

73.1% 91.7% 100.0%

Tariff Categories 77 70 13

Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%

Fault Rectification
& Grievance
Redressal

Average Call Waiting Time at the Call Center

55.0 38.0 3.8
(Seconds)

DISCOM Grades across Parameter

. . Fault
Connection Metering, Rectification

and Other Billing and Overall Grades

: . and Grievance
Services Collection
Redressal

HPSEBL A D C+ C B

DISCOMSs Operational

Reliability




Jammu & Kashmir
Jammu Power Distribution Company Limited (JPDCL)

Grade -D
RuralUrban Ratio
345312 24
. 32%

0
B 21

724079 3
, 68% T 18
15

= Rural Consumer = Urban Consumer

Parameters Above National Average

Average Best

Hours of Supply

= I I

Rural Urban

Industrial

Interruption Index (Rural) 329.5 22.8
Operational .
Reliability Interruption Index (Urban) 77.9 127.8 0.1
Interruption Index (Industrial) 23.0 101.3 0.1
Averagg I_Dewatlon from SOP in Time Taken -35.6% 2306 -88.2%
for Providing Connection (%)
Connection and Presenceof Predetermined Demand Charges Y i )
Other Services up to 150kW (Y/N)
Prosumers (per Lakh) 170.7 153.2 1480.9
Average Time taken for Replacement of 7 24 35
Defective Meters in Days (Rural) '
Average Time taken for Replacement of 4 36 1
Defective Meters in Days (Urban)
Metering, Billing | Billing Frequency for Domestic Category
. . Monthly - -
and Collection Consumers as per Regulations
Bills Genera_ted for Domestic Category 93.0% 91.7% | 100.0%
Consumers in a Year
Tariff Categories 55 70 13
Fault 24X7 Call Center Facility (% Consumers) 100.0% | 93.4% @ 100.0%
Re_ct|f|cat|on and Deviation from SOP (Call Center Complaints) 0.0% 14.3% 0.0%
Grievance
Redressal Availability of Two-Tier Grievance Redressal Y ) )
Mechanism (Y/N)




Parameters Below National Average

Hours of Supply (Urban) 22.81 23.52 24.0
Operational Hours of Supply (Rural) 17.01 20.89 23.9
Reliability Hours of Supply (Industrial) 23.00 23.43 24.0
DT Failure Rate (%) 26.05% @ 6.93% 0.23%
Regulations Alignment with Industry Best 4 5 7
Connection and Practices (Out of 7)
. o P
Other Services Applications Processed Online (% 0.0% 67.6%  100.0%
Consumers)
Bills Qenerated Based on Actual Meter 70.2% 289% 100.0%
Reading (% Consumers)
Bills Generated on the Basis of Norrmanual 0 0 0
Meter Reading (% Consumers) 0.0% 18.5% 1100.0%
Metering, Biling | Consumers Receiving Billing Updates on 0 0 o
and Collection Mobile (% Consumers) 7.7% 69.7% | 100.0%
Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
. — 0
Number of Consumers Paying Digitally (% 7 9% 27 3% 82 1%
Consumers)
Average Call Waiting Time at the Call Center 125.0 38.0 38
Fault (Seconds)
Re_ct|f|cat|on and Congumers Receiving Outage Updates on 0.0% 64.3% | 100.0%
Grievance Mobile (% Consumers)
Redressal Number of CGRFs (per 1 Lakh Consumers) 3.0 232 | 292.0

DISCOMwise Grade Comparison

Fault
Rectification
and Grievance
Redressal

Connection
and Other
Services

Metering,
Billing and
Collection

Operational

DISCOMs Overall Grades

Reliability

O
w
O
(o9)
O

JPDCL
KPDCL D B D B D




Jammu & Kashmir

Kashmir Power Distribution Company Limited (KPDCL)
Grade -D

RuralUrban Ratio Hours of Supply

323732 24

33% 22.1 22.1
21
652410
, 67% 18 16.8
. 1R

= Rural Consumer = Urban Consumer

HOURS

Rural Urban Industrial

Parameters Above National Average

Sub-Parameters KPDCL National | National
s Average Best

Average Deviation from SOP in Time Taken 707070
Connection and | for Providing Connection (%) 78.1% 2.3% | -88.2%
Other Services Presence of Predetermined Demand Charges

up to 150kW (Y/N) Y i )
Average Time taken for Replacement of 5 44 35
Defective Meters in Days (Rural) '
Average Time taken for Replacement of 4 36 1
Defective Meters in Days (Urban)

Metering, Billing | Billing Frequency for Domestic Category Monthly i i

and Collection Consumers as per Regulations
Bills Generated for Domestic Category
Consumers in a Year

99.4% 91.7% | 100.0%

Tariff Categories 55 70 13
Fault 24X7 Call Center Facility (% Consumers) 100.0% | 93.4% @ 100.0%
Rgctlflcat|on and Deviation from SOP (Call Center Complaints) 2.0% 14.3% 0.0%
Grievance
Redressal Availability of Two-Tier Grievance Redressal

Y - -

Mechanism (Y/N)

Parameters Below National Average

R I —G—G——G—G—G—————————GGGGGSG—S——S—SSS— Average Best

Operational Hours of Supply (Urban) 22.06 23.52 24.0

Reliability

Hours of Supply (Rural) 16.82 20.89 23.9




EE Average Best

Hours of Supply (Industrial) 22.06 23.43 24.0
Interruption Index (Rural) 589.1 329.5 22.8
Interruption Index (Urban) 222.5 127.8 0.1
Interruption Index (Industrial) 163.7 101.3 0.1
DT Failure Rate (%) 27.14% @ 6.93% 0.23%
Regulations Alignment with Industry Best 4 5 7
Practices (Out of 7)
. Y P
Connectloq and | Applications Processed Online (% 0.0% 67.6% | 100.0%
Other Services Consumers)
Prosumers (per Lakh) 33.0 153.2 1480.9
Bills (_Benerated Based on Actual Meter 27 50 28% 100.0%
Reading (% Consumers)
Bills Generated on the Basis of Nonmanual 0 o o
Meter Reading (% Consumers) 0.0% 18.5% R
Metering, Biling | Consumers Receiving Billing Updates on 0 0 0
and Collection Mobile (% Consumers) 11.9% 69.7% I
Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
. -~ 0
Number of Consumers Paying Digitally (% 10.9% 27 3% 82 1%
Consumers)
Average Call Waiting Time at the Call Center 40.0 38.0 38
Fault (Seconds)
Re_ctlflcatlon and Congumers Receiving Outage Updates on 0.0% 64.3%  100.0%
Grievance Mobile (% Consumers)
Redressal Number of CGRFs (per 1 Lakh Consumers) 4.0 232 | 292.0

DISCOMwise Grade Comparison

. . Fault
Operational Connection Metering, Rectification
DISCOMs P D and Other Billing and : Overall Grades
Reliability : : and Grievance
Services Collection
Redressal
JPDCL C B D B D
KPDCL D B D B D




Jharkhand

Jharkhand Bijli Vitran Nigam Limited (JBVNL)
Rating -D

Rural-Urban Ratio Hours of Supply

1251642, 24

28%
21
3155417,
2% 18 17 !
15

= Rural Consumer = Urban Consumer

HOURS

Rural Urban Industrial

Parameters Above National Average

\ | N I
Parameter Sub-Parameters JBVNL ationa CHBIE]
Average Best

Operational
P DT Failure Rate (%) 535% | 6.9% 0.2%
Reliability
. Applications Processed Online (% Consumers) | 100.0% 67.6% 100.0%
Connections and
i Average Deviation from SOP in Time Taken

Other Services ge - _ 13.1% @ -23% = -88.2%
for Providing Connection (%)
Average Time takfen for Replacement of 15 44 35
Defective Meters in Days (Rural)
Average Time taken for Replacement of

. - ’ ) 15 36 1

Metering, Billing Defective Meters in Days (Urban)

and Collection Billing Frequency for Domestic Category Monthi
Consumers as per Regulations y
Tariff Categories 25 70 13
24X7 Call Center Facility (% Consumers) 99.0% 93.4% 100.0%
Average Call Waiting Time at the Call Center

Fault Rectification g g 30.0 38.0 3.8

. (Seconds)

& Grievance

Redressal Deviation from SOP (Call Center Complaints) 0.0% 14.3% 0.0%
Availability of Two-Tier Grievance Redressal vy
Mechanism (Y/N)




Parameters Below National Average

National | National
Parameter Sub-Parameters JBVNL atond atona
i

Hours of Supply (Urban) 23.5 24.0
Hours of Supply (Rural) 17.7 20.9 23.9
Operational Hours of Supply (Industrial) 22.7 23.4 24.0
Reliability Interruption Index (Rural) 643.7 329.5 22.8
Interruption Index (Urban) 288.1 127.8 0.1
Interruption Index (Industrial) 288.1 101.3 0.1
Regulations Alignment with Industry Best 4 5 7
Practices (Out of 7)
Connections and ' presence of Predetermined Demand Charges N
Other Services up to 150kW (Y/N)
Prosumers (per Lakh) 16.0 153.2 1480.9
Bills Generated Based on Actual Meter Readin
! ! "9 s60% | 78%  100.0%
(% Consumers)
Bills Generated on the Basis of Norrmanual
. 0.0% 18.5% 100.0%
Meter Reading (% Consumers) ? ° °
Consumers Receiving Billing Updates on Mobile
; e 4.9% T% .09
Metering, Billing | (% Consumers) 64.9% | 69.7% IuEEEEE
and Collection Bills Generated for Domestic Categor
. gory 63.7% = 91.7% | 100.0%
Consumers in a Year
Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
N f Paying Digitally (%
umber of Consumers Paying Digitally (% 11.1% 27 3% 82.1%
Consumers)
Fault Rectification Con;umoers Receiving Outage Updates on 0.0% 64.3% 100.0%
& Grievance Mobile (% Consumers)
Redressal Number of CGRF's (per 1 Lakh Consumers) 5 23.2 292.0

DISCOMwise Grade Comparison

DISCOMs

JBVNL

Connection
and Other
Services

Metering,
Billing and
Collection

Operational

Reliability

Fault
Rectification

Overall Grades

and Grievance

Redressal




Karnataka

Bangalore Electricity Supply Company Limited (BESCOM)

Grade -B
Rural-Urban Ratio
24
2992678

» 29% 0 21

[n'd

7469861 3
 71% T g
15

= Rural Consumer = Urban Consumer

Parameters Above National Average

Hours of Supply

23.9

23.6

I I I

Rural

Urban

Industrial

Average Best
Hours of Supply (Urban) 23.85 23.52 24.0
Operational .
Reliability Hours of Supply (Industrial) 23.59 23.43 24.0
DT Failure Rate (%) 4.11% 6.93% 0.23%
i I i 0,
Applications Processed Online (% 100.0% = 67.6%  100.0%
Consumers)
Connection and | Average Deviation from SOP in Time Taken ) 0 5 20 ) o
Other Services for Providing Connection (%) 37.3% ) e
Presence of Predetermined Demand Charges v ) )
up to 150kW (Y/N)
Bills Qenerated Based on Actual Meter 90.4% 78% 100.0%
Reading (% Consumers)
Congumers Receiving Billing Updates on 79.9% 69.7% | 100.0%
Mobile (% Consumers)
. -~ 0
. N Number of Consumers Paying Digitally (% 27 4% 27 3% 82 1%
Metering, Billing | Consumers)
and Collection Average Time taken for Replacement of 15 a4 35
Defective Meters in Days (Rural) ’
Average Time taken for Replacement of 13 36 1
Defective Meters in Days (Urban)
Billing Frequency for Domestic Category
: Monthly - -
Consumers as per Regulations
Fault 24X7 Call Center Facility (% Consumers) 100.0% = 93.4% | 100.0%
Rgctlflcatlon and | Average Call Waiting Time at the Call Center 319 38.0 38
Grievance (Seconds)
Redressal Con;umers Receiving Outage Updates on 72 0% 64.3% | 100.0%
Mobile (% Consumers)




Average Best

Avallablhty of Two-Tier Grievance Redressal
Mechanism (Y/N)

Parameters Below National Average

Parameters Sub-Parameters BESCOM National | National
Rl ————————_—_—_—_—_—_——_————_ LN A

Hours of Supply (Rural) 18.76 20.89 23.9
Operational Interruption Index (Rural) 715.7 329.5 22.8
Reliability Interruption Index (Urban) 132.7 127.8 0.1
Interruption Index (Industrial) 132.7 101.3 0.1
Regulations Alignment with Industry Best 5 5 7
Connection and Practices (Out of 7)
Other Services Prosumers (per Lakh) 26.7 153.2 1480.9
Bills Generated on the Basis of Norrmanual 0 0 o
Meter Reading (% Consumers) 0.1% 18.5% [1100.0%
) . Prepaid Consumers (% Consumers) 0.4% 1.8% 66.4%
Metering, Billing
and Collection Bills Generajted for Domestic Category 88.1% 91.7%  100.0%
Consumers in a Year
Tariff Categories 105 70 13
Fault Deviation from SOP (Call Center Complaints) =~ 43.0% = 14.3%  0.0%
Rectification and
Grievance Number of CGRFs (per 1 Lakh Consumers) 8.0 23.2 292.0
Redressal

DISCOMwise Grade Comparison

. Fault
Operational Connection Metering, Rectification
DISCOMs P o and Other Billing and : Overall Grades
Reliability . : and Grievance
Services Collection

Redressal
BESCOM B+ A C+ C B
CESCOM B B+ C B B
GESCOM B B+ C C+ C+
HESCOM C D C D D
MESCOM B D D C C




Karnataka

Chamundeshwari Electricity Supply Company Limited

(CESCOM)
Grade -B
RuralUrban Ratio
830945, 24
30%
B 21
3
1938872,
70% T 18
15

= Rural Consumer

= Urban Consumer

Parameters Above National Average

| Average Best

Hours of Supply

Rural

23.5

Urban

23.2

] I I

Industrial

Operational Hours of Supply (Urban) 23.53 23.52 24.0
Reliability DT Failure Rate (%) 6.34% = 6.93% = 0.23%
i I i 0,
Applications Processed Online (% 72 5% 67.6% | 100.0%
Consumers)
Connection and | Average Deviation from SOP in Time Taken 0 o o
Other Services | for Providing Connection (%) -33.3% | -2.3% I
Presence of Predetermined Demand Charges v ) )
up to 150kW (Y/N)
Bills (_Benerated Based on Actual Meter 86.8% 78% 100.0%
Reading (% Consumers)
Congumers Receiving Billing Updates on 86.2% 69.7% | 100.0%
Mobile (% Consumers)
Metering, Billing = Average Time taken for Replacement of 21 44 35
and Collection Defective Meters in Days (Rural) ’
Average Time taken for Replacement of 21 36 1
Defective Meters in Days (Urban)
Billing Frequency for Domestic Category
. Monthly - -
Consumers as per Regulations
24X7 Call Center Facility (% Consumers) 100.0% = 93.4% | 100.0%
Fault Average Call Waiting Time at the Call Center
Rectification and | (Seconds) 4.0 S8l &8
Grievance Availability of Two-Tier Grievance Redressal Y ) )
Redressal Mechanism (Y/N)
Deviation from SOP (Call Center Complaints) 5.0% 14.3% 0.0%




Parameters Below National Average

e Average Best

Hours of Supply (Rural) 20.61 20.89 23.9
Hours of Supply (Industrial) 23.19 23.43 24.0
Operational .
Reliability Interruption Index (Rural) 917.4 329.5 22.8
Interruption Index (Urban) 345.7 127.8 0.1
Interruption Index (Industrial) 222.4 101.3 0.1
Regulations Alignment with Industry Best 5 5 7
Connection and Practices (Out of 7)
Other Services | o cumers (per Lakh) 50.3 | 1532 = 1480.9
Bills Generated on the Basis of Norrmanual 0 0 0
Meter Reading (% Consumers) 0.5% 18.5% IR
Prepaid Consumers (% Consumers) 0.6% 1.8% 66.4%
Metering, B.||||ng Bills Generaj[ed for Domestic Category 913% 91.7%  100.0%
and Collection Consumers in a Year
Tariff Categories 93 70 13
1 1ai 0,
Number of Consumers Paying Digitally (% 8.2% 27 3% 82 1%
Consumers)
Fault Consumers Receiving Outage Updates on 0 0 0
Rectification and | Mobile (% Consumers) 38.8% e e
Grievance Number of CGRFs (per 1 Lakh Consumers) 5.0 23.2 292.0
Redressal

DISCOMwise Grade Comparison

Fault
Operational Connection Metering, Rectifization
DISCOMs . . and Other Billing and : Overall Grades
Reliability . : and Grievance
Services Collection
Redressal
BESCOM B+ A C+ C B
CESCOM B B+ C B B
GESCOM B B+ C C+ C+
HESCOM C D C D D
MESCOM B D D C C




Karnataka

Gulbarga Electricity Supply Company Limited (GESCOM)
Grade -C+

RuralUrban Ratio Hours of Supply

726987, 24

23.2 23.2
26%
211
2
2027349,
74%
18
15

® Rural Consumer = Urban Consumer

=

HOURS

Rural Urban Industrial

Parameters Above National Average

Parameters Sub-Parameters GESCOM National | National
| Average Best

Operational
Reliability Hours of Supply (Rural) 21.10 20.89 23.9

Applications Processed Online (%
Consumers)

Connection and | Average Deviation from SOP in Time Taken
Other Services for Providing Connection (%)

Presence of Predetermined Demand Charges
up to 150kW (Y/N)

Bills Generated Based on ActualMeter
Reading (% Consumers)

Consumers Receiving Billing Updates on
Mobile (% Consumers)

Average Time taken for Replacement of

100.0% | 67.6% | 100.0%

-26.0% -2.3% -88.2%

Y - -

94.6% 78% 100.0%

86.9% 69.7% | 100.0%

Metering, Billing | Defective Meters in Days (Rural) 19 a4 3.5
and Collection Average Time taken for Replacement of 12 36 1
Defective Meters in Days (Urban)
Billing Frequency for Domestic Category Monthly ) )

Consumers as per Regulations

Bills Generated for Domestic Category
Consumers in a Year

91% 91.7% | 100.0%

Fault 24X7 CallCenter Facility (% Consumers) 98.8% 93.4% | 100.0%
Rectification and = Average Call Waiting Time at the Call Center

. 4.7 38.0 3.8
Grievance (Seconds)
Redressal Consumers Receiving Outage Updates on

69.1% 64.3% | 100.0%

Mobile (% Consumers)




Deviation from SOP (Call Center Complaints) 12.0% 14.3%

Average Best

0.0%

Parameters Below National Average

Average Best

Hours of Supply (Urban) 23.17 23.52 24.0
Hours of Supply (Industrial) 23.22 23.43 24.0
Operational Interruption Index (Rural) 763.6 329.5 22.8
Reliability Interruption Index (Urban) 567.7 127.8 0.1
Interruption Index (Industrial) 456.0 101.3 0.1
DT Failure Rate (%) 12.68% | 6.93% 0.23%
Regulations Alignment with Industry Best 5 5 7
Connection and Practices (Out of 7)
Other Services Prosumers (per Lakh) 6.0 153.2 1480.9
Bills Generated on the Basis of Norrmanual o o o
Meter Reading (% Consumers) 0.0% 18.5% IR
. - Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
Metering, Billing
and Collection Tariff Categories 93 70 13
. - 0
Number of Consumers Paying Digitally (% 5 204 27 3% 82 1%
Consumers)
Fault Availability of Two-Tier Grievance Redressal N ) _
Rectification and | Mechanism (Y/N)
Grievance Number of CGRFs (per 1 Lakh Consumers) 0.0 232 | 2920
Redressal

DISCOMwise Grade Comparison

Fault
Operational connection Metering, Rectifigation
DISCOMs b L and Other Billing and : Overall Grades
Reliability _ : and Grievance
Services Collection

Redressal
BESCOM B+ A C+ C B
CESCOM B B+ C B B
GESCOM B B+ C C+ C+
HESCOM C D C D D
MESCOM B D D C C




Karnataka

Hubli Electricity Supply Company Limited (HESCOM)

Grade -D
RuralUrban Ratio Hours of Supply
24 23.6 23.1
1341429,
40%
wn 21
2047643, %
60% O 18.4
T
) .
15
m Rural Consumer = Urban Consumer .
Rural Urban  Industrial
Parameters Above National Average
Parameters Sub-Parameters HESCOM NG RV ]
Average Best
Operational
Reliability Hours of Supply (Urban) 23.56 23.52 24.0
Connection and Presence of Predetermined Demand Charges Y ) )
Other Services up to 150kW (Y/N)
Bills (_3enerated Based on Actual Meter 84.3% 78% 100.0%
Reading (% Consumers)
Con§umers Receiving Billing Updates on 83.9% 69.7% | 100.0%
Mobile (% Consumers)
Average Time taken for Replacement of 22 44 35
Metering, Biling | Defective Meters in Days (Rural) ‘
and Collection Average Time taken for Replacement of 15 36 1
Defective Meters in Days (Urban)
Billing Frequency for Domestic Category
. Monthly - -
Consumers as perRegulations
Bills Genera_ted for Domestic Category 97 7% 91.7% | 100.0%
Consumers in a Year
Fault 24X7 Call Center Facility (% Consumers) 100.0% 93.4% | 100.0%
Rectification and | Average Call Waiting Time at the Call Center
i 3.8 38.0 3.8
Grievance (Seconds)
Redressal Availability of Two-Tier Grievance Redressal Y ) _
Mechanism (Y/N)




Parameters Below National Average

Hours of Supply (Rural) 18.39 20.89 23.9
Hours of Supply (Industrial) 23.11 23.43 24.0
Operational Interruption Index (Rural) 670.1 329.5 22.8
Reliability Interruption Index (Urban) 275.3 127.8 0.1
Interruption Index (Industrial) 286.4 101.3 0.1
DT Failure Rate (%) 13.48% | 6.93% 0.23%
Regulations Alignment with Industry Best 5 5 7
Practices (Out of 7)
e P
- Applications Processed Online (% 37.9% 67.6% | 100.0%
Connection and Consumers)
Other Services Averagg I_Dewatlon frqm SOP in Time Taken 36.9% -2.3% -88.2%
for Providing Connection (%)
Prosumers (per Lakh) 31.9 153.2 1480.9
Bills Generated on the Basis of Norrmanual o 0 o
Meter Reading (% Consumers) 0.0% 18.5% |E00:0%
. - Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
Metering, Billing
and Collection Tariff Categories 93 70 13
1 101 0,
Number of Consumers Paying Digitally (% 7706 27 3% 82 1%
Consumers)
Consumers Receiving Outage Updates on 0 0 o
Fault Mobile (% Consumers) 36.7% 64.3%
Rectification and | o iation from SOP (Call Center Complaints) | 249.0% = 14.3% = 0.0%
Grievance
Redressal Number of CGRFs(per 1 Lakh Consumers) 7.0 232 | 292.0

DISCOMwise Grade Comparison

. . Fault
Operational Connection Metering, Rectification
DISCOMs P s and Other Billing and . Overall Grades
Reliability : . and Grievance
Services Collection

Redressal
BESCOM B+ A C+ C B
CESCOM B B+ C B B
GESCOM B B+ C C+ C+
HESCOM C D C D D
MESCOM B D D C C




Karnataka

Mangalore Electricity Supply Company Limited

Grade -C+
Rural-Urban Ratio Hours of Supply
23.7 235
817252, 24
35%
0 21 20.6
1521057, %
65% %
18
® Rural Consumer = Urban Consumer 15
Rural Urban Industrial
Average Best
Operational Hours of Supply (Urban) 23.73 23.52 24.0
Reliability Hours of Supply (Industrial) 23.51 23.43 24.0
Connection and Presence of Predetermined Demand Charges v ) _
Other Services up to 150kW (Y/N)
Bills (_Benerated Based onActual Meter 94.9% 289% 100.0%
Reading (% Consumers)
Average Time taken for Replacement of 23 44 35
Defective Meters in Days (Rural) '
Metering, Billing | Average Time taken for Replacement of 16 36 1
and Collection Defective Meters in Days (Urban)
Billing Frequency for Domestic Category
: Monthly - -
Consumers as per Regulations
Bills Genera_ted for Domestic Category 99 2% 91.7% | 100.0%
Consumers in a Year
Fault 24X7 Call Center Facility (% Consumers) 100.0% @ 93.4% | 100.0%
Rgctlflcatlon and Congumers Receiving Outage Updates on 77 7% 64.3% | 100.0%
Grievance Mobile (% Consumers)
Redressal Availability of Two-Tier Grievance Redressal Y ) )
Mechanism (Y/N)




Parameters Below National Average

Average Best
Hours of Supply (Rural) 20.58 20.89 23.9
DT Failure Rate (%) 12.46% @ 6.93% 0.23%
Operational .
Reliability Interruption Index (Rural) 1116.6 329.5 22.8
Interruption Index (Urban) 213.0 127.8 0.1
Interruption Index (Industrial) 217.7 101.3 0.1
Regulations Alignment with Industry Best 5 5 7
Practices (Out of 7)
S P
' Applications Processed Online (% 49.8% 67.6% | 100.0%
Connection and Consumers)
Other Services Averagg I_Dewatlon fro_m SOP in Time Taken 28.7% -2.30% -88.2%
for Providing Connection (%)
Prosumers (per Lakh) 53.0 153.2 1480.9
Bills Generated on the Basis of Norrmanual
0, 0, 0,
Meter Reading (% Consumers) 0.0% 18.5% [
Con§umers Receiving Billing Updates on 54.3% 69.7% | 100.0%
Mobile (% Consumers)
Metering, B.|II|ng Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
and Collection
Tariff Categories 93 70 13
1 1ai 0,
Number of Consumers Paying Digitally (% 8.9% 27 3% 82 1%
Consumers)
Fault_ _ Deviation from SOP (Call Center Complaints) 16.0% 14.3% 0.0%
Rectification and
Grievance Number of CGRFs (per 1 Lakh Consumers) 4.0 232 | 292.0
Redressal

DISCOMwise Grade Comparison

Fault
Operational connection Metering, Recti?igation
DISCOMs b L and Other Billing and : Overall Grades
Reliability . : and Grievance
Services Collection

Redressal
BESCOM B+ A C+ C B
CESCOM B B+ C B B
GESCOM B B+ C C+ C+
HESCOM C D C D D
MESCOM B D D C C




Kerala

Kerala State Electricity Board Limited (KSEBL)
Rating -B+

RuralUrban Ratio Hours of Supply
2638065, 23.7 23.9

20% r 24
2
10297246
, 80% 18
15

m Rural Consumer = Urban Consumer

HOURS
=

Rural Urban  Industrial
Parameters Above National Average

National National
Parameter Sub-Parameters KSEBL I :
Average Best

Hours of Supply (Urban) 23.5 24.0
Hours of Supply (Rural) 23.7 20.9 23.9
Hours of Supply (Industrial) 23.9 23.4 24.0
Operational i
p. o Interruption Index (Rural) 203.8 329.5 22.8
Reliability
Interruption Index (Urban) 25.3 127.8 0.1
Interruption Index (Industrial) 25.3 101.3 0.1
DT Failure Rate (%) 1.59% 6.93% 0.23%

Applications Processed Online (% Consumers) | 100.0% 67.6% 100.0%

Connections and | Average Deviation from SOP in Time Taken
Other Services for Providing Connection (%)

Presence of Predetermined Demand Charges
up to 150kW (Y/N)

Bills Generated Based on Actual Meter
Reading (% Consumers)

Metering, Billing Consumers Receiving Billing Updates on

and Collection Mobile (% Consumers)

Average Time taken for Replacement of
Defective Meters in Days (Rural)

-74.4% -2.3% -88.2%

Y - -

81.6% 78.0% 100.0%

100.0% 69.7% 100.0%

30 44 3.5




National | National
Parameter Sub-Parameters KSEBL aHond ationa
Average Best

Average " Average Time taken for Replacement of Replacement of
Defective Meters in Days (Urban)
Bills Generated for Domestic Categor
. gory 100.0% = 91.7%  100.0%
Consumers in a Year
Number of Consumers Paying Digitally (%
ying Digitally (% 58.9% = 27.3% = 82.1%
Consumers)
24X7 Call Center Facility (% Consumers) 100.0% 93.4% 100.0%
Fault Rectificati Consumers Receiving Outage Updates on
aut mectiiication . g Lilage Lp 100.0% = 64.3% | 100.0%
& Grievance Mobile (% Consumers)
Redressal Deviation from SOP (Call Center Complaints) 0.2% 14.3% 0.0%
Availability of Two-Tier Grievance Redressal v
Mechanism (Y/N)

Parameters Below National Average

National | National
Parameter Sub-Parameters KSEBL
Average Best

Regulatlons Alignment with Industry Best
Connections and | Practices (Out of 7)
Other Services
Prosumers (per Lakh) 126.3 153.2 1480.9
Bills Generated on the Basis of Norrmanual
. 0.0% 18.5% 100.0%
Meter Reading (% Consumers) ° ° °
Billing Frequency for Domestic Category Bi-
Metering, Billing ' consumers as per Regulations Monthly
and Collection _ _
Tariff Categories 151 70 13
Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
Fault Rectification Average Call Waiting Time at the Call Center 590 38.0 38
& Grievance (Seconds)
Redressal Number of CGRFs (per 1 Lakh Consumers) 3 23.2 292.0

DISCOMwise Grade Comparison

DISCOMs

KSEBL

Connection
and Other
Services

Metering,
Billing and
Collection

Operational

Reliability

Fault

Rectification

Overall Grades

and Grievance

Redressal
A+

B+




Ladakh

Ladakh Power Development Department (LPDD)

Rating -C+

RuralUrban Ratio

18290,
33%

= Rural Consumer

24

HOURS
= N
© =

37761,

Hours of Supply

= Urban Consumer Rural

Parameters Above National Average

Parameters Sub-Parameters LPDD National || National
Average Best

23.8

Urban

15

Industrial

Hours of Supply (Urban) 23.5 24.0
Hours of Supply (Rural) 21.1 20.9 23.9
Hours of Supply (Industrial) 23.8 23.4 24.0
Operational .
Reliability Interruption Index (Rural) 22.5 329.5 22.8
Interruption Index (Urban) 20.1 127.8 0.1
Interruption Index (Industrial) 20.1 101.3 0.1
DT Failure Rate (%) 6.44% 6.93% 0.23%
,S\r/oer%gre]: Dg(\)/:]a:;tg)crl_:‘)rr?n;/SOP in Time Taken for -23.2% -2.30% -88.2%
Connection and viding ion (%)
Other Services Presence of Predetermined Demand Charges v i _
up to 150kW (Y/N)
Bills Generated Based on Actual Meter Reading 92.6% 78% 100.0%
(% Consumers)
Metering, Billing Average Time takgn for Replacement of 6 44 35
and Collection Defective Meters in Days (Rural)
Average Time taken for Replacement of 4 36 1
Defective Meters in Days (Urban)
Billing Frequency for Domestic Category
: Monthly - -
Consumers as per Regulations
Tariff Categories 55 70 13




Parameters Below National Average

Parameters Sub-Parameters LPDD National | National
Average Best

Regulatlons Alignment with Industry Best
Practices (Out of 7)

Applications Processed Online (% Consumers) 0.0% 67.6% 100.0%

Connection and
Other Services

Prosumers (per Lakh) 0.0 153.2 1480.9

Bills Generated on the Basis of Nonrmanual
Meter Reading (% Consumers)

Consumers Receiving Billing Updates on
Mobile (% Consumers)

Metering, Billing  Bills Generated for Domestic Category

0.0% 18.5% 100.0%

20.2% 69.7% 100.0%

79.3% 91.7%  100.0%

and Collection Consumers in a Year

Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%

. — 0

Number of Consumers Paying Digitally (% 10.2% 27 3% 82 1%

Consumers)

24X7 Call Center Facility (% Consumers) 0.0% 93.4% 100.0%
Fault Consumers Receiving Outage Updates on 0 0 0
Rectification and | Mobile (% Consumers) 0.0% e (0O
Grievance Availability of Two-Tier Grievance Redressal N ) )
Redressal Mechanism (Y/N)

Number of CGRF's (per 1 Lakh Consumers) 0.0 23.2 292.0

DISCOMwise Grade Comparison

. . Fault
Connection Metering, Rectification

and Other Billing and Overall Grades

: . and Grievance
Services Collection
Redressal

LPDD A B D D C+

Operational

DISCOMS Reliability




Madhya Pradesh

MP Madhya Kshetra VidyutVitaran Co. Ltd. (MPMKVVCL)
Rating -B

Hours of Supply

Rural Urban Ratio » 23.8

1755200,
49% 21
1831394,
51%
18
15

= Rural Consumer = Urban Consumer

Hours

Rural Urban Industrial

Parameters Above National Average

- Average Best |

Hours of Supply (Urban) 3.8 23.5 24.0
Hours of Supply (Rural) 21.9 20.9 23.9
Hours of Supply (Industrial) 23.8 23.4 24.0
Operational
Reliability Interruption Index (Rural) 103.4 329.5 22.8
Interruption Index (Urban) 20.2 127.8 0.1
Interruption Index (Industrial) 28.8 101.3 0.1
DT Failure Rate (%) 6.64% 6.93% 0.23%
e ooy " T 2 2w sz
Connection and 9 (%)
Other Services Presence of Predetermined Demand v i _
Charges up to 150kW (Y/N)
Average Time taken for Replacement of 4 a4 35
Defective Meters in Days (Rural)
Metering, Billing | Average Time taken for Replacement of 12 36 1
and Collection Defective Meters in Days (Urban)
Billing Frequency for Domestic Category Monthly ) )

Consumers as per Regulations



https://portal.mpcz.in/web/

- - Average Best

Bills Generated for Domestic Category

: 99.0% 91.7%  100.0%
Consumers in a Year

Fault
Rectification and
Grievance
Redressal

24X7 Call Center Facility (% Consumers) 100.0% 93.4% | 100.0%
Average Call Waiting Time at the Call 13.3 38.0 38
Center (Seconds)

Deviation from SOP (Call Center 0.0% 14.3% 0.0%

Complaints)

Parameters Below National Average

- Average  Best

Connection and
Other Services

Regulatlons Alignment with Industry Best

Practices (Out of 7) !

Applications Processed Online (%

24.7% 67.6% | 100.0%
Consumers)

Prosumers (per Lakh) 54.7 153.2 1480.9

Metering, Billing
and

Bills Generated Based onActual Meter

0, 0, 0,
Reading (% Consumers) 51.3% e U

Bills Generated on the Basis of Nonmanual

0, 0, 0,
Meter Reading (% Consumers) 0.5% 18.5% R

Consumers Receiving Billing Updates on

0, (0] 0,
Mobile (% Consumers) 54.1% elEL gD MBwEs

Tariff Categories 103 70 13

Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%

Number of Consumers Paying Digitally (%

12.6% 27.3% 82.1%
Consumers)

Fault
Rectification and
Grievance
Redressal

Consumers Receiving Outage Updates on

0, 0, 0,
Mobile (% Consumers) 54.1% S IO

Availability of Two-Tier Grievance Redressal
Mechanism (Y/N)

Number of CGRFs (per 1 Lakh Consumers) 1.0 23.2 292.0

DISCOMuwise Grade Comparison

Fault
Operational connection Metering, Recti?igation
DISCOMs b L and Other Billing and : Overall Grades
Reliability . : and Grievance
Services Collection

Redressal
MPMKVVCL A+ B D A B
MPPoKVVCL A B+ D C B
MPPsKVVCL A+ B+ D A B




Madhya Pradesh

MP Poorv Kshetra Vidyut Vitaran Company Ltd.
(MPPoKVVCL)

Rating -B

Rural Urban Ratio

Hours of Supply

1661046, 24 238
32%
n 21
a4
3513648, 3
68% T 13
= Rural Consumer = Urban Consumer 15
Rural Urban Industrial
Parameters Above National Average
Sub-Parameters MPPoKVVCL NCUEITEU ] (NEUTEIE]
Average Best
Hours of Supply (Urban) 23.5 24.0
Hours of Supply (Rural) 21.7 20.9 23.9
Operational Hours of Supply (Industrial) 23.5 23.4 24.0
Reliability Interruption Index (Rural) 182.1 329.5 22.8
Interruption Index (Urban) 31.1 127.8 0.1
Interruption Index (Industrial) 25.9 101.3 0.1
I 1 I 0,
Applications Processed Online (% 100.0% 67.6% | 100.0%
Consumers)
Connection and | Presence of Predetermined Demand Y ) _
Other Services Charges up to 150kW (Y/N)
Average Deviation from SOP in Time ) 0 5 20 ) 0
Taken for Providing Connection (%) 88.2% 28 S
Congumers Receiving Billing Updates on 73.6% 69.7% | 100.0%
Mobile (% Consumers)
Average Time taken for Replacement of 16 44 35
Defective Meters in Days (Rural) '
Metering, Billing | Average Time taken for Replacement of 4 36 1
and Collection Defective Meters in Days (Urban)
Billing Frequency for Domestic Category
. Monthly - -
Consumers as per Regulations
Bills Genera'ted for Domestic Category 98.7% 91.7%  100.0%
Consumers in a Year



https://portal.mpcz.in/web/

Sub-Parameters MPPOKVVCL National | National
R E———S————————— Average | Best

. . . 0 r [ 00|
Number of Consumers Paying Digitally (% 3220 27 3% 82 1%
Consumers)
24X7 Call Center Facility (% Consumers) 100.0% 93.4% | 100.0%
Fault Average Call Waiting Time at the Call
Rectification and | Center (Seconds) 4.1 e e
Grievance Consumers Receiving Outage Updates on o o o
Redressal Mobile (% Consumers) 73.6% 64.3% |00:0%
Availability of Two-Tier Grievance v ) _
Redressal Mechanism (Y/N)

Parameters Below National Average

Sub-Parameters MPPOKVVC National | National
R Average Best

Operational DT Failure Rate (%) 9.12% 6.93% = 0.23%
Reliability
Regulations Alignment with Industry Best 5 5 7
Connection and | Practices (Out of 7)
Other Services Prosumers (per Lakh) 23.7 153.2 1480.9
Bills Qenerated Based on Actual Meter 58.7% 78.0% | 100.0%
Reading (% Consumers)
Bills Generated on the Basis ofNon-manual 0 0 o
Metering, Biling | Meter Reading (% Consumers) 0.5% 18.5% I
and Collection Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
Tariff Categories 103 70 13
Fault_ o Dewaﬂqn from SOP (Call Center 19 0% 14.3% 0.0%
Rectification and | Complaints)
Grievance Number of CGRFs (per 1 Lakh Consumers) 1.0 232 | 2920
Redressal

DISCOMwise Grade Comparison

Fault
Rectification

Connection Metering,

Operational

DISCOMs . and Other Billing and : Overall Grades
Reliability . : and Grievance
Services Collection
Redressal
MPMKVVCL A+ B D A B
MPPoKVVCL A B+ D C B

MPPsKVVCL A+ B+ D A B




Madhya Pradesh
MP Paschim Kshetra Vidyut Vitaran Co Ltd (MPPsKVVCL)

Rating -B
Rural Urban Ratio Hours of Supply
” 23.9 23.9
1830759, 22.0
43%

%)

2381043 % 21
, 57% O

T 18

m Rural Consumer = Urban Consumer 15

Rural Urban Industrial

Parameters Above National Average

| Average Best ]

Hours of Supply (Urban) 23.9 23.5 24.0
Hours of Supply (Rural) 22.0 20.9 23.9
Operational Hours of Supply (Industrial) 23.9 23.4 24.0
Reliability Interruption Index (Urban) 47.9 127.8 0.1
Interruption Index (Industrial) 25.2 101.3 0.1
DT Failure Rate (%) 6.93% 6.93% @ 0.23%

Average Deviation from SOP in Time Taken

.- . -68.3% -2.3% | -88.2%
Connection and for Providing Connection (%)
Other Services Presence of Predetermined Demand v ) _
Charges up to 150kW (Y/N)
. -, 0
Number of Consumers PayingDigitally (% 32 6% 27 3% 82.1%
Consumers)
Average Time taken for Replacement of
Defective Meters in Days (Rural 6 a4 3.5
Metering, Billing efective Meters in Days (Rural)
and Collection Average Time taken for Replacement of c . q
Defective Meters in Days (Urban)
Billing Frequency for Domestic Category Monthly ) )

Consumersas per Regulations




. Average Best |

Fault
Rectification and
Grievance
Redressal

Bills Genera.ted for Domestic Category 99.0% 91.7%  100.0%
Consumers in a Year

24X7 Call Center Facility (% Consumers) 100.0% 93.4% | 100.0%
Average Call Waiting Time at the Call 45 38.0 38
Center (Seconds)

Consumers Receiving Outage Updates on 77 7% 64.3%  100.0%

Mobile (% Consumers)

Availability of Two-Tier Grievance
Redressal Mechanism (Y/N)

Deviation from SOP (Call Center
Complaints)

0.0% 14.3% 0.0%

Parameters Below National Average

- Average _ Best |

Operational .
Reliability Interruption Index (Rural) 384.7 329.5 22.8
Regulations Alignment with Industry Best 4 5 7
Practices (Out of 7)
. o RPN
Connectlon_ and Applications Processed Online (% 51.0% 67.6%  100.0%
Other Services Consumers)
Prosumers (per Lakh) 35.0 153.2 1480.9
Bills (_Benerated Based on Actual Meter 49.3% 78.0%  100.0%
Reading (% Consumers)
Bills Generated on the Basis of Nonmanual
0, 0, 0,
Meter Reading (% Consumers) 3.1% 18.5% [ /100.0%
Metering, Billing Consumers Receiving Billing Updates on 0 0 0
and Collection Mobile (% Consumers) 67.2% 69.7% IR
Tariff Categories 103 70 13
Prepaid Consumers(% Consumers) 0.0% 1.8% 66.4%
Fault Rectification
and Grievance Number of CGRFs (per 1 Lakh Consumers) 1.0 23.2 292.0
Redressal

DISCOMuwise Grade Comparison

Fault
Operational connection Metering, Recti?igation
DISCOMs b L and Other Billing and : Overall Grades
Reliability . : and Grievance
Services Collection

Redressal
MPMKVVCL A+ B D A B
MPPoKVVCL A B+ D C B
MPPsKVVCL A+ B+ D A B




Maharashtra

Adani Electricity Mumbai Limited (AEML)
Grade -B+

) Hours of Supply
Rural Urban Ratio 24.0 24.0

24
Wy 0%
0 21
o
8
3056284, T g
100% \
15

= Rural Consumer Urban Consumer

Urban Industrial

Parameters Above National Average

National National
Parameter Sub-Parameters AEML I :
Average Best

Hours of Supply (Urban) 24.0 23.5 24.0
Hours of Supply (Industrial) 24.0 23.4 24.0
Operational Interruption Index (Rural) 0.0 329.5 22.8
Reliability Interruption Index (Urban) 0.3 127.8 0.1
Interruption Index (Industrial) 0.3 101.3 0.1
DT Failure Rate (%) 0.23% 6.93% 0.23%

Applications Processed Online (% Consumers)  100.0% 67.6% 100.0%
Average Deviation from SOP in Time Taken
for Providing Connection (%)

Presence of Predetermined Demand Charges Y - -
up to 150kW (Y/N)

Bills Generated Based on Actual Meter
Reading (% Consumers)

Average Time taken for Replacement of

Connections and
Other Services

-15.8% -2.3% -88.2%

84.1% 78.0% 100.0%

Defective Meters in Days (Rural) a4 35
Average Time taken for Replacement of 3 36 1
Defective Meters in Days (Urban)
Metering, Billing Billing Frequency for Domestic Category Monthly - -
and Collection Consumers as per Regulations
Bills Generated for Domestic Category 100.0% 91.7% 100.0%
Consumers in a Year
Tariff Categories 44 70 13

Bills Generated on the Basis of Norrmanual
Meter Reading (% Consumers)
Number of Consumers Paying Digitally (% 41.3% 27.3% 82.1%

44.4% 18.5% 100.0%



National | National
Parameter Sub-Parameters AEML aHond ationa
Average Best

Consumers)
A [l Waiting Ti h I
verage Call Waiting Time at the Call Center 8.7 38.0 38
(Seconds)
ificati C Receiving Out Updat
Fault. Rectification 0n§umers eceiving Outage Updates on 66.2% 64.3% 100.0%
& Grievance Mobile (% Consumers)
Redressal Availability of Two-Tier Grievance Redressal Y - -
Mechanism (Y/N)
Deviation from SOP (Call Center Complaints) 0.0% 14.3% 0.0%

Parameters Below National Average

o
Average Best
Regulations Alignment with Industry Best

Practices (Out of 7)

Prosumers (per Lakh) 28.8 153.2 1480.9
Consumers Receiving Billing Updates on Mobile

(% Consumers)

Connections and
Other Services

Metering, Billing 66.2% 69.7% 100.0%
and Collection

Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
Fault Rectification 24X7 Call Center Facility (% Consumers) 81.6% 93.4% 100.0%
& Grievance

Number of CGRFs (per 1 Lakh Consumers) 10 3.2 2920

Redressal

DISCOMwise Grade Comparison

Operational Connection Metering, Recl'fi:zgtion
DISCOMs P C and Other Billing and : Overall Grades
Reliability : : and Grievance
Services Collection
Redressal
AEML A+ B+ C B+ B+
MSEDCL A D C+ A B+
TPCL A+ B C A B+

BEST A+ D D D C+



Maharashtra
Brihanmumbai Electric Supply and Transport (BEST)

Grade -C+
Rural Urban Ratio Hours of Supply
24.0
0, 0% 24
n 21
o
)
(@)
T 18
1006057,
100%
| b 15
= Rural Consumer = Urban Consumer Urban Industrial

Parameters Above National Average

National | National
Parameter Sub-Parameters
Average Best

Hours of Supply (Urban) 235 24.0
Hours of Supply (Industrial) 240 23.4 24.0
Interruption Index (Rural) 0.0 329.5 228
Operational '
Reliability Interruption Index (Urban) 7.9 127.8 0.1
Interruption Index (Industrial) 7.9 101.3 0.1

DT Failure Rate (%) 055%  6.93%  0.23%

Regulations Alignment with Industry

Connections and Best Practices (Out of 7)

Other Services  Presence of Predetermined Demand
Charges up to 150kW (Y/N)
ConsumersReceiving Billing Updates on
Mobile (% Consumers)

Y - -

89.0% 69.7% 100.0%

Billing Frequency for Domestic Category

. Monthl - -
Consumers as per Regulations y

Metering, Billing
and Collection

Bills Generated for Domestic Category
Consumers in a Year

Tariff Categories 36 70 13

100.0% 91.7% 100.0%

Number of Consumers Paying Digitally

38.6% 27.3% 82.1%
(% Consumers) ° ° °



National | National
Parameter Sub-Parameters BEST
Average Best

24X7 Call Center Facility (% Consumers) 99.8% 93.4% 100.0%

Receivi
Fault Consumers eceiving Outage Updates 89 0% 64.3% 100.0%
Rectification & on Mobile (% Consumers)

Grievance Dewatpn from SOP (Call Center 0.0% 14.3% 0.0%
Redressal Complaints)

Availability of Two-Tier Grievance

. Y - -
Redressal Mechanism (Y/N)

Parameters Below National Average

National | National
Parameter Sub-Parameters BEST
Average Best

Applications Processed Online (% 1.3% 67.6%  100.0%
Consumers)
Connections and - ayerage Deviation from SOP in Time Taken
Other Services o providing Connection (%)

Prosumers (per Lakh) 30.8 153.2  1480.9

Bills Generated Based on Actual Meter
Reading (% Consumers)
Bills Generated on the Basis of Norrmanual
Meter Reading (% Consumers)

Metering, Billing  average Time taken for Replacement of

12.7%  -2.3% -88.2%

71.4%  78.0% 100.0%

0.0% 18.5% 100.0%

i : . - 44 3.5
and Collection  pefective Meters in Days (Rural)
Average Time taken for Replacement of 42 36 1
Defective Meters in Days (Urban)
Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
Fault. o Average Call Waiting Time at the Call NA 38.0 38
Rectification & Center (Seconds)
Grievance
! Number of CGRFs (per 1Lakh Consumers) 1.0 23.2 292.0
Redressal

DISCOMwise Grade Comparison

Fault
Operational connection Metering, Recti?igation
DISCOMs b L and Other Billing and : Overall Grades
Reliability : . and Grievance
Services Collection

Redressal
AEML A+ B+ C B+ B+
MSEDCL A D C+ A B+
TPCL A+ B C A B+

BEST A+ D D D C+



Maharashtra

Maharashtra State Electricity Distribution Company
Limited (MSEDCL)

Grade -B+
Rural Urban Ratio Hours of Supply
8684310, ” 238
43%
21
2
=
g
11601147, 18
57%
15
= Rural Consumer = Urban Consumer Rural Urban Industrial

Parameters Above National Average

National National
Parameter Sub-Parameters MSEDCL
Average Best

Hours of Supply (Urban) 235 240
Hours of Supply (Rural) 220 20.9 23.9
Hours of Supply (Industrial) 23.6 23.4 24.0

Operational

Reliability Interruption Index (Rural) 113.2 329.5 22.8
Interruption Index (Urban) 18.9 127.8 0.1
Interruption Index (Industrial) 9.7 101.3 0.1
Regulations Alignment with Industry Best 6 5 7

Practices (Out of 7)
Connectloqs and  Applications Processed Online (% Consumers) 100.0% 67.6% 100.0%
Other Services

Presence of Predetermined Demand Charges Y - -

up to 150kW (Y/N)

Consumers Receiving Billing Updates on

i 91.7% % 100.0%
Mobile (% Consumers) 0 69.7% 00.0%

i . Billing Frequency for Domestic Category Monthly - -
Metering, Billing .
and Collection Consumers as per Regulations
Bills Generated for Domestic Category 99% 91.7% 100.0%

Consumers in a Year
Tariff Categories 56 70 13



National | National
Parameter Sub-Parameters MSEDCL | rond atona
Average Best

N f Paying Digitally (%
umber of Consumers Paying Digitally (% 43.8% 27 3% 82.1%
Consumers)

SN
24X7 Call Center Facility (% Consumers) 100.0% 93.4% 100.0%
Consumers Receiving Outage Updates on
Mobile (% Consumers)
Availability of Two-Tier Grievance Redressal Y - -
Mechanism (Y/N)
Deviation from SOP (Call Center Complaints)

Fault Rectification 91.7% 64.3% 100.0%
& Grievance

Redressal

0.0% 14.3% 0.0%

Parameters Below National Average

National | National
Parameter Sub-Parameters MSEDCL
Average Best

i | DT Fail R %
Operationa ailure Rate (%) 10.77%  6.93%  0.23%
Reliability
Average Deviation from SOP in Time Taken for
Connections and  providing Connection (%)
Other Services
' Prosumers (per Lakh) 128.9 1532  1480.9

100.0% -2.3% -88.2%

Bills Generated Based on Actual Meter Reading
(% Consumers)

Bills Generated on the Basis of Nonmanual
Meter Reading (% Consumers)

69.6% 78.0% 100.0%

3.2% 18.5% 100.0%

Metering, Biling  Average Time taken for Replacement of 115 44 35
and Collection Defective Meters in Days (Rural)
Average Time taken for Replacement of 106 36 1
Defective Meters in Days (Urban)
Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
Fault Rectification Average CallWaiting Time at the Call Center 54.4 38.0 38
& Grievance (Seconds)
Redressal Number of CGRFs (per 1 Lakh Consumers) 16.0 232 2920

DISCOMwise Grade Comparison

Fault

Connection Metering, Rectification

Operational

DISCOMs L and Other Billing and : Overall Grades
Reliability : . and Grievance
Services Collection
Redressal
AEML A+ B+ C B+ B+
MSEDCL A D C+ A B+
TPCL A+ B C A B+

BEST A+ D D D C+



Maharashtra

Tata Power Company Ltd (TPCL)
Grade -B+

Rural Urban Ratio Hours of Supply
0, 0% 24 23.6

21
18
725413
,100% Dm
15

= Rural Consumer Urban Consumer

HOURS

Urban Industrial

Parameters Above National Average

National | National
Parameter Sub-Parameters TPCL ationa ationa
Average Best

Hours of Supply (Urban) 23.5 24.0
Hours of Supply (Industrial) 23.6 23.4 24.0
Operational Interruption Index (Rural) - 329.5 22.8
Reliability Interruption Index (Urban) 0.1 127.8 0.1
Interruption Index (Industrial) 0.1 101.3 0.1
DT Failure Rate (%) 0.31% 6.93% 0.23%

Regulations Alignment with Industry Best
Practices (Out of 7)

Applications Processed Online (% Consumers) 100.0% 67.6% 100.0%

6 5 7

Connections and

Other Services
Presence of Predetermined Demand Charges

up to 150kW (Y/N)

Consumers Receiving Billing Updates on

Mobile (% Consumers)

Average Time taken for Replacement of

Defective Meters in Days (Urban)
Metering, Billing Billing Frequency for Domestic Category
and Collection Consumers as per Regulations

Bills Generated for Domestic Category

Consumers in a Year

Tariff Categories 62 70 13

Number of Consumers Paying Digitally (% 63.5% 27.3% 82.1%

Y - -

77.2% 69.7% 100.0%

17 36 1

Monthly - -

100% 91.7% 100.0%



National | National
Parameter Sub-Parameters TPCL afona ationa
Average Best
Consumers)

24X7 Call Center Facility (% Consumers) 100.0% 93.4% 100.0%

Average Call Waiting Time at the Call Center
(Seconds)
Consumers Receiving Outage Updates on

14.2 38.0 3.8
Fault Rectification

& Grievance 77.2% 4.3% 100.0%
Mobile (% Consumers) ° 64.3% 00.0%
Redressal S . .
Availability of Two-Tier Grievance Redressal v
Mechanism (Y/N)
Deviation from SOP (Call Center Complaints) 1.0% 14.3% 0.0%

Parameters Below National Average

National | National
Parameter Sub-Parameters TPCL I :
Average Best

A Deviation f SOP in Time Taken f
verage Deviation from in Time Taken for 13.4% 230 -88.2%

Connections and  Providing Connection (%)

Other Services
Prosumers (per Lakh) 441 153.2 1480.9

Bills Generated Based on Actual Meter Reading
(% Consumers)
Bills Generated on the Basis of Nonmanual

76.9% 79.2% 100.0%

; i . 12.0% 18.5% 100.0%
Metering, Billing  Meter Reading (% Consumers) ° ° °
and Collection Average Time taken for Replacement of a4 3c

Defective Meters in Days (Rural) |
Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
Fault Rectification
& Grievance Number of CGRFs (per 1 Lakh Consumers) 1.0 23.2 292.0

Redressal

DISCOMwise Grade Comparison

. . Fault
Operational Connection Metering, Rectification
DISCOMs . . and Other Billing and : Overall Grades
Reliability : : and Grievance
Services Collection
Redressal
AEML A+ B+ C B+ B+
MSEDCL A D C A B+
TPCL A+ B C A B+
BEST A+ D D D C+



Manipur
Manipur State Power Company Limited (MSPDCL)

Rating -B
Rural Urban Ratio Hours of Supply
23.8
210580 24 236
42% 21.4

0 21
290871 %
, 58% o}

T 18

m Rural Consumer = Urban Consumer 15

Rural Urban Industrial

Parameters Above National Average

Parameters Sub-Parameters MSPDCL National National
Average Best

Hours of Supply (Urban) 23.5 24.0
Hours of Supply (Rural) 21.4 20.9 23.9
Operational Hours of Supply (Industrial) 23.8 23.4 24.0
Reliability Interruption Index (Rural) 374 329.5 22.8
Interruption Index (Urban) 73.2 127.8 0.1
DT Failure Rate (%) 1.66% 6.93% 0.23%
Average Deviation from SOP in Time ) 0 5 20 ) o
Connection and | Taken for Providing Connection (%) 31.3% 2:3% 88.2%
Other Services | b, sumers (per Lakh) 158.7 153.2 1480.9
Prepaid Consumers (% Consumers) 66.4% 1.8% 66.4%
Average Time taken for Replacement of 10 44 35
Defective Meters in Days (Rural) '
Average Time taken for Replacement of 5 36 1
Defective Meters in Days (Urban)
Metering, Billing Billing Frequency for Domestic Category
; . Monthly - -
and Collection Consumers as per Regulations
Bills Generated for Domestic Category 99.9% 91.7% 100.0%

Consumers in a Year
Tariff Categories 19 70 13

Number of Consumers Paying Digitally (%
Consumers)

30.5% 27.3% 82.1%




e Average Best

Fault Rectification Average Call Waiting Time at the Call

and Grievance Center (Seconds) 32.4 38.0 3.8
Redressal
Parameters Below National Average
Parameters Sub-Parameters MSPDCL NEUEITE]
Average Best

Operational Interruption Index (Industrial) 259.0 101.3 0.1
Reliability

Regulations Alignment with Industry Best

X 4 5 7
i Practices (Out of 7)

Connection Applications Processed Online (%
and Other bp 36.6% 67.6%  100.0%
Services Consumers)

Presence of Predetermined Demand Charges N - -

up to 150kW (Y/N)

Bills (_Benerated Based on ActualMeter 77 6% 28% 100.0%

. Reading (% Consumers)

Metering,

o Bills Generated on the Basis of Nonrmanual o o o
Billing and Meter Reading (% Consumers) 0.0% 18.5% 100.0%

Collection - o

Con§umers Receiving Billing Updates on 9.4% 69.7% 100.0%

Mobile (% Consumers)

24X7 Call Center Facility (% Consumers) 31.1% 93.4% 100.0%
Fault Consumers Receiving Outage Updates on 0 0 o
Rectification Mobile (% Consumers) 13.9% 64.3% LE0J075
and Grievance | Availability of Two-Tier Grievance Redressal N - -
Redressal Mechanism (Y/N)

Number of CGRFs (per 1 LakhConsumers) 0.0 23.2 292.0

DISCOMwise Grade Comparison

. . Fault
Connection Metering, Rectification

and Other Billing and Overall Grades

: . and Grievance
Services Collection
Redressal

MSPDCL A C+ D D B

DISCOMSs Operational

Reliability




Odisha
Tata Power Central Odisha Distribution Limited
(TPCODL)
Grade -C+

Rural Urban Ratio Hours of Supply
650125,
6% 24 23.7

21

&

=

2
18

1859353
, 714%
15
= Rural Consumer = Urban Consumer Rural Urban Industrial

Parameters Above National Average

\ | N I
Parameter Sub-Parameters TPCODL ationa CHBIE]
Average Best

Hours of Supply (Urban) 23.5 24.0
Hours of Supply (Rural) 22.4 20.9 23.9
Operational Hours of Supply (Industrial) 23.7 23.4 24.0
Reliability Interruption Index (Rural) 260.2 329.5 22.8
Interruption Index (Urban) 104.2 127.8 0.1
DT Failure Rate (%) 4.81% 6.93% 0.23%
Connection and Presence of Predetermined Demand Charges up to v
Other Services 150kW (Y/N)
Receiving Billi Mobile (%
Consumers Receiving Billing Updates on Mobile (% 100.0% 69.7% 100.0%
Consumers)
Metering, Billing Billing Frequency for Domestic Category Consumers Monthl
and Collection as per Regulations y
Tariff Categories 54 70 13
24X7 Call Center Facility (% Consumers) 100.0% 93.4% 100.0%
Fault Rectification
& Grievance Deviation from SOP (Call Center Complaints) 0.0% 14.3% 0.0%

Redressal Availability of Two-Tier Grievance Redressal

Mechanism (Y/N)

Y - -



Parameters Below National Average

National | National
Parameter Sub-Parameters TPCODL| | olona atona
Average Best

Operational
P Interruption Index (Industrial) 104.2 101.3

Reliability
Regulations Alignment with Industry Best 4 5 7
Practices (Out of 7)

Connections and  Applications Processed Online (% Consumers) 1.9% 67.6% 100.0%

Other Servi A Deviation f P in Time Taken f

er Services verfe\ge eV|at|on. rom SOP in Time Taken for 0.0% 2 30 -88.2%

Providing Connection (%)
Prosumers (per Lakh) 12.2 153.2 1480.9

Bills Generated Based on Actual Meter Reading
(% Consumers)

Bills Generated on the Basis of Nonmanual Meter
Reading (% Consumers)

Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
Average Time taken for Replacement of Defective
Meters in Days (Rural)

Average Time taken for Replacement of Defective
Meters in Days (Urban)

Bills Generated for Domestic Category Consumers
ina Year

Number of Consumers Paying Digitally (%
Consumers)

Average Call Waiting Time at the Call Center

Fault Rectification = (Seconds)

63.3% 78.0%  100.0%

0.1% 18.5% 100.0%

Metering, Billing 763 44 3.5

and Collection
976 36 1
95% 91.7% 100.0%

5.7% 27.3% 82.1%

NA 38.0 3.8

i C Receiving Out Updat Mobil
& Grievance onsumers Receiving Outage Updates on Mobile 52 904 s23% BT
Redressal (% Consumers)
Number of CGRFs (per 1 Lakh Consumers) 5.0 23.2 292.0

DISCOMwise Grade Comparison

. . Fault
Operational Connection Metering, Rectification
DISCOMs . . and Other Billing and : Overall Grades
Reliability : : and Grievance
Services Collection

Redressal
TPCODL A+ D D D C+
TPNODL B+ B D D C+
TPWODL A+ B D D C+
TPSODL A D D D C



Odisha

Tata Power Northern Odisha Distribution Limited

(TPNODL)
Grade -C+
. Hours of Supply
Rural Urban Ratio
24 23.3 23.0
420102, 222
21% r
21
&
=
=2
1537109, 18
79%
= Rural Consumer = Urban Consumer 15

Rural Urban Industrial

Parameters AboveNational Average

National National
Parameter Sub-Parameters TPNODL
Average Best

Operational Hours of Supply (Rural) 22.2 20.9 23.9

Reliability DT Failure Rate (%) 3.43% 6.93% 0.23%
Average Deviation from SOP in Time Taker -77.6%  -2.3% -88.2%

Connections and  for Providing Connection (%)

Other Services Presence of Predetermined Demand Charges

up to 150kW (Y/N)

Consumers Receiving Billing Updates on 87.2% 69.7%  100.0%

Mobile (% Consumers)

Billing Frequency for Domestic Category

Consumers as per Regulations

Tariff Categories 54 70 13

24X7 Call Center Facility (% Consumers) 100.0% 93.4%  100.0%

Fault Rectification Consumers Receiving Outage Updateson  87.2%  64.3%  100.0%

& Grievance Mobile (% Consumers)

Redressal Availability of Two-Tier Grievance Redressal
Mechanism (Y/N) Y - -

Y - -

Metering, Billing

and Collection Monthly - -

Parameters BelowNational Average

National | National
Parameter Sub-Parameters TPNODL
Average Best

Hours of Supply (Urban) 23.3 23.5 24.0
Hours of Supply (Industrial) 23.0 23.4 24.0
Interruption Index (Rural) 581.5 329.5 22.8

Operational
Reliability



National | National
Parameter Sub-Parameters TPNODL
Average Best

Interruption Index (Urban) 441.5 127.8
Interruption Index (Industrial) 144.3 101.3 0.1
Regulations Alignment with Industry Best 4 5 7

Connections and  Practices (Out of 7)
Other Services Applications Processddnline (% Consumers) 4.0% 67.6% 100.0%

Prosumers (per Lakh) 0.9 153.2  1480.9
Bills Generated Based on Actual Meter 58.8% 78.0% 100.0%
Reading (% Consumers)

Bills Generated on the Basis of Noanual 0.1% 18.5% 100.0%
Meter Reading (%@onsumers)

Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%

Metering, Billing Number of Consumers Paying Digitally (% 4.7% 27.3% 82.1%

and Collection Consumers)
Average Time taken for Replacement of
Defective Meters in Days (Rural)
Average Time taken for Replacement of
Defective Meters in Days (Urban)
Bills Generated for Domestic Category
Consumers in a Year

162 44 3.5

85 36 1

90.5% 91.7% 100.0%

Average Call Waiting Time at the Call Cente  NA 38.0 3.8
Fault- Rectification (Seconds)
& Grievance . .

Deviation from SOP (Call Center Complaints 40.0%  14.3% 0.0%
Redressal

Number of CGRFs (per 1 Lakh Consumers) 2.0 23.2 292.0

DISCOMwise Grade Comparison

Faul
Operational Connection Metering, Recti:za:tion
DISCOMs P D and Other Billing and : Overall Grades
Reliability : : and Grievance
Services Collection
Redressal
TPCODL A+ D D D C+
TPNODL B+ B D D C+
TPWODL A+ B D D C+
TPSODL A D D D C



Odisha

Tata Power Southern Odisha Distribution Limited
(TPSODL)
Grade -C

Hours of Supply
23.8
24

594267,
26%
21
1715638 18
, 74%
15

m Rural Consumer = Urban Consumer

Rural Urban Ratio

HOURS

Rural Urban Industrial

Parameters AboveNational Average

\ | N I
Parameter Sub-Parameters TPSODL ationa CHBIE]
Average Best

| Hoursof Supply (Urban) Supply (Urban) 23.8 23.5 24.0
_ Hours of Supply (Rural) 22.5 20.9 23.9
Operational .
Reliability Hours of Supply (Industrial) 23.6 23.4 24.0
DT Failure Rate (%) 2.56% 6.93% 0.23%
Interruption Index (Rural) 276.6 329.5 22.8
Connection and Presence of Predetermined Demand Charges v
Other Services up to 150kW (Y/N)
Average Time taken for Replacement of
. . 30 36 1
) . Defective Meters in Days (Urban)
Metering, Billing Billing Frequency for Domestic Categor
and Collection grreq y . gory Monthly - -
Consumers as per Regulations
Tariff Categories 54 70 13
Fault Rectification = 24X7 Call Center Facility (% Consumers) 100.0% @ 93.4% 100.0%
& Grievance Availability of Two-Tier Grievance Redressal v i i
Redressal Mechanism (Y/N)

Parameters BelowNational Average

National | National
Parameter Sub-Parameters TPSODL
Average Best

Operational Interruption Index (Urban) 326.6 127.8
Reliability Interruption Index (Industrial) 326.6 101.3 0.1
Connections and = Regulations Alignment with Industry Best 4 5 7
Other Services Practices (Out of 7)




Parameter Sub-Parameters TPSODL National | National
Average Best
Applications Processed Online (% Consume  26.2%  67.6% = 100.0%

Average Deviation from SOP in Time Taken 41.0% -2.3% -88.2%
Providing Connection (%)

Prosumers (per Lakh) 1.8 153.2 = 1480.9
Bills Generated Based on Actual Meter 60.1% @ 78.0% & 100.0%
Reading (% Consumers)

Bills Generated on the Basis of Nmanual 0.0% 18.5% & 100.0%

Meter Reading (% Consumers)

Bills Generated for Domestic Category
Consumers in a Year
Consumers Receiving Billing Updates on 47.4%  69.7% 100.0%

Mobile (% Consumers)

90% 91.7% 100.0%
Metering, Billing
and Collection

Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
Number of Consumers Paying Digitally (% 3.2% 27.3% | 82.1%
Consumers)

Average Time taken for Replacement of
Defective Meters in Days (Rural)
Average Call Waiting Time at the Call Cente.  NA 38.0 3.8
(Seconds)

Consumers Receiving Outage Updates on 125% @ 64.3% @ 100.0%
Mobile (% Consumers)

Deviation from SOP (Call Center Complaints ~ NA 14.3% 0.0%
Number of CGRFs (per 1 Lakh Consumers) 2.0 23.2 292.0

60 44 3.5

Fault Rectification
& Grievance
Redressal

DISCOMwise Grade Comparison

Operational Connection Metering, Recl'fizzgtion
DISCOMs P C and Other Billing and : Overall Grades
Reliability : : and Grievance
Services Collection

Redressal
TPCODL A+ D D D C+
TPNODL B+ B D D C+
TPWODL A+ B D D C+
TPSODL A D D D C



Odisha

Tata Power Western OdishaDistribution Limited
(TPWODL)
Grade -C+

Hours of Supply

Rural Urban Ratio
” 23.8 23.5

371291, 22.4
19%
21
1596630, 18
81%
15

= Rural Consumer Urban Consumer

HOURS

Rural Urban Industrial

Parameters AboveNational Average

National National
Parameter Sub-Parameters TPWODL
Average Best

Hours of Supply (Urban) 23.8 23.5 24.0

Hours of Supply (Rural) 22.4 20.9 23.9

) Hours ofSupply (Industrial) 23.5 23.4 24.0
gz;?;zti:i‘:;a' DT Failure Rate (%) 492%  6.93%  0.23%

Interruption Index (Rural) 213.8 329.5 22.8

Interruption Index (Urban) 324 127.8 0.1

Interruption Index (Industrial) 98.1 101.3 0.1

Average Deviation from SOP in Time Taker -73.0%  -2.3% -88.2%
Connections and  for Providing Connection (%)
Other Services Presence of Predetermined Demand Charges

up to 150kW (Y/N) Y i i
Average Time taken for Replacement of 0 44 35
Defective Meters in Days (Rural)
Average Time taken for Replacement of 0 36 1
) - Defective Meters in Days (Urban)
Metering, Billing Billing Frequency for Domestic Category
and Collection Monthly - -

Consumers as per Regulations
Bills Generated for Domestic Category

. 93.0% 91.7% 100.0%
Consumers in a Year

Tariff Categories 54 70 13
Fault Rectification 24X7 Call Center Facility (% Consumers) 100.0% 93.4%  100.0%
& Grievance Availability of Two-Tier Grievance Redressal v ) )

Redressal Mechanism (Y/N)



Parameters BelowNational Average

TPWOD National | National
Parameter Sub-Parameters
Average Best

Regulations Alignment with Industry Best
Connections and  Practices (Out of 7)
Other Services Applications Processed Online (% Consume  3.3% 67.6% 100.0%

Prosumers (per Lakh) 2.1 153.2 1480.9
Bills Generated Based on Actual Meter 52.8% 78.0% 100.0%
Reading (% Consumers)

Bills Generated on the Basis of Nmanual 0.2% 18.5% 100.0%

Meter Reading (% Consumers)
Consumers Receiving Billing Updates on 49.7% 69.7% 100.0%
Mobile (% Consumers)

Metering, Billing
and Collection

Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
Number of Consumers Paying Digitally (% 3.3% 27.3% 82.1%
Consumers)

Average Call Waiting Time at the Call Cente  NA 38.0 3.8
(Seconds)

Fault Rectification o\ ;mers Receiving Outage Updates on ~ 47.7%  64.3%  100.0%
& Grievance .
Mobile (% Consumers)
Redressal o :
Deviation from SOP (Call Center Complaints  NA 14.3% 0.0%
Number of CGRFs (per 1 Lakh Consumers) 3.0 23.2 292.0

DISCOMwise Grade Comparison

Fault
Redctification

Connection Metering,

Operational

DISCOMs D and Other Billing and : Overall Grades
Reliability : : and Grievance
Services Collection
Redressal
TPCODL A+ D D D C+
TPNODL B+ B D D C+
TPWODL A+ B D D C+
TPSODL A D D D C



Puducherry

Puducherry Electricity department (PED)
Rating -C+

Rural Urban Ratio Hours of Supply

24.0 24.0
24
167872,
40% 21.0
251808,
60%
15

m Rural Consumer = Urban Consumer

HOURS
= N
© =

Rural Urban Industrial

Parameters Above National Average

Sub-Parameters National | National
Average Best

Hours of Supply (Urban) 23.5 24.0
Hours of Supply (Rural) 21.0 20.9 23.9
Hours of Supply (Industrial) 24.0 23.4 24.0
Operational DT Failure Rate (%) 1.81% = 6.93% = 0.23%
Reliability
Interruption Index (Rural) 135.6 329.5 22.8
Interruption Index (Urban) 54.8 127.8 0.1
Interruption Index (Industrial) 54.8 101.3 0.1
Connection and Presence of Predetermined Demand Charges v i _
Other Services up to 150kW (Y/N)
Average Time taken for Replacement of 15 44 35
Defective Meters in Days (Rural) ’
Average Time taken for Replacement of 15 36 1
Defective Meters in Days (Urban)
Metering, Billing Billing Frequency for Domestic Category Monthl ) _
and Collection Consumers as per Regulations y
Bills Genera_ted for Domestic Category 96.6% 91.7% 100.0%
Consumers in a Year
Tariff Categories 35 70 13
Fault Rectification
and Grievance 24X7 Call Center Facility (% Consumers) 100.0% 93.4% 100.0%
Redressal




National | National
Average Best

Parameters Sub-Parameters

Availability of Two-Tier Grievance Redressal
Mechanism (Y/N)

Parameters Below National Average

Parameters Sub-Parameters National | National
7

Regulatlons Alignment with Industry Best 5 7
Practices (Out of 7)

Applications Processed Online (% Consumers) 0.1% 67.6% 100.0%

Connection and
Other Services | Average Deviation from SOP in Time Taken for
Providing Connection (%)

Prosumers (per Lakh) 54.8 153.2 1480.9

28.1% -2.3% -88.2%

Bills Generated Based on Actual Meter Reading
(% Consumers)

Bills Generated on the Basis of Nonrmanual Meter
Reading (% Consumers)

Metering, Billing = Consumers Receiving Billing Updates onMobile
and Collection | (% Consumers)

Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%

73.6% 78% 100.0%

5.7% 18.5% 100.0%

6.3% 69.7% 100.0%

. -~ 0
Number of Consumers Paying Digitally (% 12.1% 27 3% 82.1%

Consumers)
Fault_ o Consumers Receiving Outage Updates on Mobile 29.9% 64.3% 100.0%
Rectification (% Consumers)
and Grievance Number of CGRFs (per 1 Lakh Consumers) 1 23 292

Redressal

DISCOMwise Grade Comparison

Fault

: Connection Metering, o
Operational g Rectification

DISCOMSs
Reliability

and Other Billing and : Overall Grades

and Grievance
Redressal

PED A+ D D D C+

Services Collection




Punjab

Punjab State Power Corporation Limited (PSPCL)

4013684,
55%

Grade -C+
Rural Urban Ratio
24
3322407 % 21
, 45% O
T 18
15

m Rural Consumer = Urban Consumer

Parameters Above National Average

o —— Average Best

Hours of Supply

22.8

Rural

23.4

Urban

23.3

Industrial

Hours of Supply (Rural) 22.80 20.89 23.9
DT Failure Rate (%) 6.85% 6.93% 0.23%
Operational .
Reliability Interruption Index (Rural) 217.2 329.5 22.8
Interruption Index (Urban) 91.8 127.8 0.1
Interruption Index (Industrial) 35.0 101.3 0.1
Connection and Prosumers (per Lakh) 182.9 153.2 1480.9
Other Services Presence of Predetermined Demand Charges v i )
up to 150kW (Y/N)
Bills (_Benerated Based on Actual Meter 92 1% 289% 100.0%
Reading (% Consumers)
Metering, Billing = Average Time taken for Replacement of ) 36 1
and Collection Defective Meters in Days (Urban)
Bills Genera_ted for Domestic Category 97.9% 91.7% 100.0%
Consumers in a Year
24X7 Call Center Facility (% Consumers) 100.0% | 93.4% 100.0%
Fault Average Call Waiting Time at the Call Center
Rectification and | (Seconds) 8.1 G e
Grievance Deviation from SOP (Call Center Complaints) 0.0% 14.3% 0.0%
Redressal
Availability of Two-Tier Grievance Redressal v i _
Mechanism (Y/N)




Parameters Below National Average

Operational Hours of Supply (Urban) 23.35 23.52 24.0
Reliability Hours of Supply (Industrial) 23.28 23.43 24.0
Regulations Alignment with Industry Best 4 5 7
Practices (Out of 7)
. S e
Connect|on_ and | Applications Processed Online (% 33.1% 67.6% 100.0%
Other Services Consumers)
Average Deviation from SOP in Time Taken o P ) o
for Providing Connection (%) 78.4% 22 Sa2
Bills Generated on the Basis of Nonmanual 0 o o
Meter Reading (% Consumers) 0.2% e -
ConsumersReceiving Billing Updates on 0 0 0
Mobile (% Consumers) 37.8% 69.7% 100.0%
Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
. - . -~ 0
Metering, B.I||Ing Number of Consumers Paying Digitally (% 26.4% 27 3% 82 1%
and Collection Consumers)
Average Time tak_en for Replacement of 48 44 35
Defective Meters in Days (Rural)
Tariff Categories 81 70 13
Billing Frequency for Domestic Category Bi- i )
Consumers as per Regulations Monthly
Fault Consumers Receiving Outage Updates on 0 0 0
Rectification and | Mobile (% Consumers) 0.0% e (OO
Grievance Number of CGRFs (per 1 Lakh Consumers) 2.0 23.2 292.0
Redressal

DISCOMwise Grade Comparison

DISCOMs

Connection
and Other
Services

Metering,
Billing and
Collection

Operational

Reliability

Fault

Rectification
and Grievance
Redressal

Overall Grades

PSPCL




Rajasthan
Ajmer Vidyut Vitran Nigam Limited (AVVNL)

; +
Rating -B
Rural Urban Ratio
1152639, Hours of Supply
23%
o4 23.7
%
@21
2
2
3963538 18
, 77%
15
= Rural Consumer = Urban Consumer Rural Urban Industrial

Parameters Above National Average

National National
Parameters Sub-Parameters AVVNL I :
Average Best

Hours of Supply (Urban) 23.5 24.00
Hours of Supply (Rural) 21.6 20.9 23.9
Operational ]
Hours of Supply (Industrial 23.7 23.4 24.00
Reliability ! upply (Industrial)
Interruption Index (Urban) 91.3 127.8 0.1
Interruption Index (Industrial) 56.2 101.3 0.1
Alignment of Regulations with Industry Best 6 5 7
Practices (Outof 7)
Connectlon_s and Averagg I_Dewauon from SOP in Time Taken -20.9% 2.3% -88.9%
Other Services for Providing Connection (%)
Presence of Predetermined Demand Charges v

up to 150kW (Y/N)

Number of Consumers Paying Digitally (%
Consumers)

Consumers Receiving Billing Updates on
Mobile (% Consumers)

Average Time taken for Replacement of
Metering, Billing  Defective Meters in Days (Rural)

and Collection Average Time taken for Replacement of
Defective Meters in Days (Urban)

Bills Generated for Domestic Category
Consumers in a Year

48.1% 27.3% 82.1%

85.4% 69.7% 100.00%

33 44 3.5

12 36 1

100% 91.7% 100.0%

Tariff Categories 65 70 13




National National
Parameters Sub-Parameters A\AV/\\| B afiona atona
Average Best

24X7 Call Center Facility (% Consumers) 100.00% | 93.4% 100.00%

Consumers Receiving OutageUpdates on

0, 0, 0,
Mobile (% Consumers) 85.4% e L

Fault Rectification
& Grievance Deviation from SOP (Call Center Complaints) 0.0% 14.3% 0.0%
Redressal

Number of CGRF's (per 1 Lakh Consumers) 255.0 23.2 292.0

Availability of Two-Tier Grievance Redressal

Y - -
Mechanism (Y/N)

Parameters Below National Average

National National
Parameter Sub-Parameters AVVNL I I
Average Best

Operational DT Failure Rate (%) 10.1% = 6.9% 0.2%
Reliability Interruption Index (Rural) 557.2 3295 22.8
Connections and Applications Processed Online (% Consumers) 37. 7% 67.6% 100%
Other Services Prosumers (per Lakh) 45.0 153.2 1480.9

Bills Generated Based on Actual Meter Reading
(% Consumers)
Bills Generated on the Basis of Nonmanual

Metering, Billing Meter Reading (% Consumers)
and Collection

75.9% 78.0% 100.0%

3.0% 18.5% 100.0%

Prepaid Consumers (% Consumers) 0.4% 1.8% 66.4%
Billing Frequency for Domestic Category Bi-
Consumers as per Regulations Monthly

Fault Rectification
& Grievance
Redressal

Average Call Waiting Time at the Call Center

4. . .
(Secs) 54.8 38.0 3.8

DISCOMwise Grade Comparison

. . Fault
Operational connection Metering, Rectification
DISCOMs . . and Other Billing and : Overall Grades
Reliability . : and Grievance
Services Collection
Redressal
AVVNL B+ B+ C+ A B+
JVVNL A A B A+ B+

JDVVNL B+ B+ C+ A+ B




Jodhpur Vidyut Vitran Nigam Limited (JDVVNL)

Rajasthan

Rating -B
Rural Urban Ratio
1430400 24
, 32%

n 21

a4

=)

3069913, %
68% 18
® Rural Consumer = Urban Consumer 15

Parameters Above National Average

National National
Parameter Sub-Parameters JDVVNL
Average Best

Hours of Supply

24.0

Rural

Urban

Industrial

Hours of Supply (Urban) 23.12 24.00
Operational Hours of Supply (Industrial) 23.9 22.93 24.00
Reliability Interruption Index (Urban) 40.0 127.8 0.1
Interruption Index (Industrial) 92.6 101.3 0.1
Alignment of Regulations with Industry Best 6 5 7
Practices (Out of 7)
Connectlon_s and Averagg I_Dewauon from SOP in Time Taken -64.9% 2. 21% -88.16%
Other Services for Providing Connection (%)
Presence of Predetermined Demand Charges v
up to 150kW (Y/N)
Bills G ted Based on Actual Met
ills .enerae ased on Actual Meter 80.6% 78.0% 100.00%
Reading (% Consumers)
Consumers Receiving Billing Updates on
. 87.5% 69.7% 100.0%
Mobile (% Consumers) ’ ’ °
Metering, Billing ' Number of Consumers Paying Digitally (%
and Collection Consumers) 30.4% 27.3% 82.1%
Average Time taken for Replacement of 16 36 1
Defective Meters in Days (Urban)
Tariff Categories 65 70 13
Fault Rectification | 24X7 Call Center Facility (% Consumers) 100.00% 93.4% 100.00%
& Grievance o .
Average Call Waiting Time at the Call Center
Redressal g g 38.0% 3.8%
(Secs) 13.3%




National | National
Parameter Sub-Parameters JDVVNL aHond ationa
Average Best

R
Consumers eceiving Outage Updates on 87.5% 64.3% 100%
Mobile (% Consumers)
Deviation from SOP (Call Center Complaints) 0.0% 14.3% 0.00%
Number of CGRF's (per 1 Lakh Consumers) 235.0 23.2 292.0
Availability of Two-Tier Grievance Redressal v
Mechanism (Y/N)
Parameters Below National Average
National | National
Parameter Sub-Parameters JDVVNL
Average Best
Hours of Supply (Rural) 20.9 23.9
Operational .
p. .I. DT Failure Rate (%) 10.6% 6.9% 0.2%
Reliability
Interruption Index (Rural) 598.8 329.5 22.8
Connections and Applications Processed Online (% Consumers) 21.3% 67.6% 100%
Other Services | posumers (per Lakh) 1221 1532 | 1480.9
Bills Generated on the Basis of Nonmanual
. 0.8% 18.5% 100%
Meter Reading (% Consumers) ° ° °
Prepaid Consumers (% Consumers) 0.1% 1.8% 66.4%
Metering, Billing Billing Frequency for Domestic Category Bi-
and Collection Consumers as per Regulations Monthly
A Ti ken for Repl f
verage ime ta .en or Replacement o 46 A 35
Defective Meters in Days (Rural)
Bills Generated for Domestic Categor
. gory 86% | 91.7%  100.0%
Consumers in a Year

DISCOMwise Grade Comparison

. . Fault
Operational Connection Metering, Redctification
DISCOMs > e and Other Billing and . Overall Grades
Reliability : : and Grievance
Services Collection

Redressal
AVVNL B+ B+ C+ A B+
JVVNL A A B A+ B+

JDVVNL B+ B+ C+ A+ B




Rajasthan

Jaipur Vidyut Vitran Nigam Limited (JVVNL)
Rating -B”

Rural Urban Ratio

Hours of Supply

1083728,

23% 24

%)
o 21

)

©)
L 18

3601552,
7%

15

» Rural Consumer = Urban Consumer Rural Urban Industrial

Parameters Above National Average

National National
Parameter Sub-Parameters NAVAVANI S
Average Best

Hours of Supply (Urban) 23.5 24.00
Operational
Reliability Hours of Supply (Rural) 21.7 20.9 23.9
Hours of Supply (Industrial) 24.0 23.4 24.00

Alignment of Regulations with Industry Best
Practices (Out of 7)

Applications Processed Online (% Consumers)  94.9% 67.6% 100.0%

Connections and | Average Deviation from SOP in Time Taken

. . . -55.9% -2.3% -88.2%
Other Services for Providing Connection (%) ° ° °
Prosumers (per Lakh) 180.4 153.2 1480.9

Presence of Predetermined Demand Charges v

up to 150kW (Y/N)

Bills Generated Basedon Actual Meter
Reading (% Consumers)

Number of Consumers Paying Digitally (%
Consumers)

Consumers Receiving Billing Updates on
Metering, Billing Mobile (% Consumers)

and Collection Average Time taken for Replacement of

95.4% 78.0% 100.00%

36.4% 27.3% 82.1%

97.8% 69.7% 100.0%

. . 18 44 3.5
Defective Meters in Days (Rural)
Average Time taken for Replacement of 1 36 1
Defective Meters in Days (Urban)
Billing Frequency for Domestic Catego
Hling Frequency ! gory Monthly - -

Consumers as per Regulations




National | National
Parameter Sub-Parameters NAAVAN aHond ationa
Average Best

Tariff Categorles

24X7 Call Center Facility (% Consumers) 100.00% 93.4% 100.00%

Average Call Waiting Time at the Call Center
(Secs)

Consumers Receiving Outage Updates on
Mobile (% Consumers)

16.0 38.0 3.8

Fault Rectification 100.0% 64.3% 100.0%

& Grievance

Redressal Deviation from SOP (Call Center Complaints) 0.0% 14.3% 0.00%
Number of CGRF's (per 1 Lakh Consumers) 278.0 23.2 292.0
Availability of Two-Tier Grievance Redressal Y

Mechanism (Y/N)

Parameters Below National Average

National | National
Parameter Sub-Parameters
Average Best

DT Failure Rate (%) 9.2% 6.9% 0.2%
Operational Interruption Index (Rural) 537.5 329.5 0.0
Reliability Interruption Index (Urban) 181.8 = 127.8 0.1

Interruption Index (Industrial) 161.1 101.3 0.1

Bills Generated on the Basis of Non-manual 0.1% 18.5% 100%

Meter Reading (% Consumers)
Metering, Billing Bills Generated for Domestic Category
and Collection Consumers in a Year

73.0% 91.7% 100.0%

Prepaid Consumers (% Consumers) 0.1% 1.8% 66.4%

DISCOMwise Grade Comparison

. . Fault
Operational Connection Metering, Rectification
DISCOMs . . and Other Billing and : Overall Grades
Reliability . : and Grievance
Services Collection
Redressal
AVVNL B+ B+ C+ A B+
JVVNL A A B A+ B+

JDVVNL B+ B+ C+ A+ B




Tamil Nadu

Tamil Nadu Generation and Distribution Corporation
Limited (TANGEDCO)

Rating -B
. Hours of Suppl
Rural Urban Ratio PPl
24 22.9 22.9 231
17120807, 12204548, n 21
58% 42% %
e}
T 18
= Rural Consumer = Urban Consumer
15
Rural Urban Industrial

Parameters Above National Average

National | National
Parameter Sub-Parameters TANGEDCO
Average Best

Hours of Supply (Rural) 20.9 23.9
DT Failure Rate (%) 2.16% 6.9% 0.2%
Operational .
p. .I. Interruption Index (Rural) 82.3 329.5 22.8
Reliability
Interruption Index (Urban) 13.0 127.8 0.1
Interruption Index (Industrial) 14.0 101.3 0.1

Applications Processed Online (% Consumers)  100.0% 67.6% 100.0%

Regulations Alignment with Industry Best

. 5 5 7
Connections and = Practices (Out of 7)
i Average Deviation from SOP in Time Taken

Other Services verage Leviation fror n i 81.3% | -23% | -88.2%

for Providing Connection (%)

Presence of Predetermined Demand Charges v

up to 150kW (Y/N)

Bills Generated Based on Actual Meter

89.7% 78% 100.0%

Reading (% Consumers)

Consumers Receiving Billing Updates on
Mobile (% Consumers)

Metering, Billing Average Time taken for Replacement of
and Collection Defective Meters in Days (Rural)
Average Time taken for Replacement of
Defective Meters in Days (Urban)

Bills Generated for Domestic Category
Consumers in a Year

86.0% 69.7% 100.0%

15 44 3.5

18 36 1

98.9% 91.7% 100.0%




National | National
Parameter Sub-Parameters TANGEDCO aHona ationa
Average Best

Metering, Bllllng

and Collection Tariff Categories

24X7 Call Center Facility (% Consumers) 100.0% 93.4% 100.0%
A Il Waiting Ti h Il
verage Call Waiting Time at the Call Center 19.17 38.0 38
(Seconds)
Fault Rectification = Consumers Receiving Outage Updates on
. ) .0% 4.3% 100.0%
& Grievance Mobile (% Consumers) 86.0% 855 00.0%
Redressal
Deviation from SOP (Call CenterComplaints) 0.0% 14.3% 0.0%
Number of CGRFs (per 1 Lakh Consumers) 44.0 23.2 292.0

Availability of Two-Tier Grievance Redressal

Mechanism (Y/N) Y ) i

Parameters Below National Average

National | National
Parameter Sub-Parameters TANGEDCO
Average Best

Operational Hours of Supply (Urban) 23.5 24.0
Reliability Hours of Supply (Industrial) 23.1 23.4 24.0
C ti d

onnections an Prosumers (per Lakh) 9.6 153.2 1480.9

Other Services

Bills Generated on the Basis ofNon-manual

. 0.0% 18.5% 100.0%
Meter Reading (% Consumers) ° ° °
. - Prepaid Consumers (% Consumers) 0.0% 1.8% 66.4%
Metering, Billing
i Number of Consumers Paying Digitally (%
and Collection u u ying Digitally (% 27 1% 27 3% 82.1%
Consumers)
Billing Frequency for Domestic Catego .
Hling Frequency ! gory Bi-Monthly - -

Consumers as per Regulations

DISCOMwise Grade Comparison

. . Fault
Connection Metering, Rectification

and Other Billing and : Overall Grades

. . and Grievance
Services Collection
Redressal

TANGEDCO A A D A B

DISCOMs Operational

Reliability




Telangana

The Northern Power Distribution Company of Telangana

Limited (TSNPDCL)

Rating -B
Rural Urban Ratio
24
1475699
, 35%

n 21

x

=)

2758362 %
, 65% 18
= Rural Consumer = Urban Consumer 15

Parameters AboveNational Average

Parameter Sub-Parameters TSNPDCL National | National
Average Best

Operational
Reliability

Connections and
Other Services

Metering, Billing
and Collection

Hours of Supply (Urban)
Hours of Supply (Rural)

Hours of Supply (Industrial)

Interruption Index (Rural)

Interruption Index (Urban)

Interruption Index (Industrial)

Applications Processed Online (% Consumers)

Presence of Predetermined Demand Charges
up to 150kW (Y/N)

Regulations Alignment with Industry Best
Practices (Out of 7)

Bills Generated Based on Actual Meter
Reading (% Consumers)

Bills Generated on the Basis of Norrmanual
Meter Reading (% Consumers)

Consumers Receiving Billing Updates on
Mobile (% Consumers)

Hours of Supply
23.7 23.6
22.5 I I
Rural Urban Industrial

23.73 23.52 24.0
22.54 20.89 23.9
23.57 23.43 24.0
172.5 329.5 22.8
37.0 127.8 0.1
11.4 101.3 0.1

100.0% 67.6% 100.0%

Y - -

79.0% 78% 100.0%

59.5% 18.5% 100.0%

74.2% 69.7% 100.0%



National | National
Parameter Sub-Parameters TSNPDCL atone atona
Average Best

Average Time taken for Replacement of
Defective Meters in Days (Rural)
Average Time taken for Replacement of
Defective Meters in Days (Urban)

Billing Frequency for Domestic Category
Consumers as per Regulations

16 36 1

Monthly - -

Bills Generatedfor Domestic Category

. 97% 91.7% 100.0%
Consumers in a Year

24X7 Call Center Facility (% Consumers) 100.0% 93.4% 100.0%
Fault Rectification Average Call Waiting Time at the Call Center 305 38.0 38
& Grievance (Seconds)
Redressal Consumers ReceivingOutage Updates on

. 74.2% 64.3% 100.0%
Mobile (% Consumers) ° ° >

Availability of Two-Tier Grievance Redressal

Mechanism (Y/N) Y i i

Parameters BelowNational Average

National National
Parameter Sub-Parameters TSNPDCL I I
Average Best

Operational .
perationa DT Failure Rate (%) 10.68%  6.93%  0.2%
Reliability

Average Deviation from SOP in Time Taken for

75.4% -2.3% -88.29
Connections and  Providing Connection (%) >4% 3% 88.2%
Other Services
Prosumers (per Lakh) 19.7 153.2 1480.9
Prepaid Consumers (% Consumers) 0.24% 1.8% 66.4%

Metering, Billing
and Collection

Number of Consumers Paying Digitally (%
u u ying Digitally (% 18.9%  27.3%  82.1%

Consumers)

Tariff Categories 130 70 13
Fault Rectification  peyjation from SOP (Call Center Complaints) 88.0% 14.3% 0.0%
and Grievance
Redressal Number of CGRF's(per 1 Lakh Consumers) 2 23.2 292.0

DISCOMuwise Grade Comparison

Fault

. Connection Metering, L
Operational g Rectification

DISCOM
° Reliability

and Other Billing and Overall Grades

and Grievance

Redressal
TSNPDCL A D C+ C B
TSSPDCL A+ A B+ B+ A

Services Collection




Telangana

Telangana State Southern Power Distribution Company
Limited (TSSPDCL)

Rating -A
Rural Urban Ratio Hours of Supply
24.0 24.0
24
2336899 .
, 30%
wn 21
5
5459602, O
70% T 15
m Rural Consumer = Urban Consumer 15
Rural Urban Industrial

Parameters AboveNational Average

Parameter Sub-Parameters TSSPDCL National | National
Average Best

Hours of Supply (Urban) 23.96 23.5 24.0

Hours of Supply (Rural) 22.83 20.9 23.9

] Hours of Supply (Industrial) 24.0 23.4 24.0
Operational

Reliability Interruption Index (Rural) 177.6 329.5 22.8

Interruption Index (Urban) 36.8 127.8 0.1

Interruption Index (Industrial) 36.8 101.3 0.1

Regulations Alignment with Industry Best
Practices (Out of 7)

Applications Processed Online (% Consumers) 100.0% 67.6% 100.0%

5 5 7

Connections and

Other Services Average Deviation from SOP in Time Taken

for Providing Connection (%)
Presence of Predetermined Demand Charges
up to 150kW (Y/N)
Bills Generated Based on Actual Meter
Reading (% Consumers)
Metering, Billing Bills Generated on the Basis of Normanual
and Collection Meter Reading (% Consumers)
Consumers Receiving Billing Updates on
Mobile (% Consumers)

-19.4% -2.3% -88.2%

Y - -

98.3% 78% 100.0%

82.2% 18.5% 100.0%

92.7% 69.7% 100.0%

























































