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JOINT ELECTRICITY REGULATORY COMMISSION
(For the State of Goa and Upion Territories)

NOTIFICATION
Gurgaon, the 24th July, 2015
STANDARDS OF PERFORMANCE REGULATIONS

No. 19/20/2015-JERC/1680.—1. INTRODUCTION

1.l In exercise of the powers confarrad by Sections 131 (13 and 181 {2} {za & %) read with Section 57 (1), 57
(23, S%(1%. 86 (1) (i} and 142 of the Electriciy Act, 2003 (36 of 2003}, the Joint Electricity Regulatory
Commission for the State of Goa & Unlon Terrltories makes the follewing Regulations:-

2. SHORT TITLE AND EXTENT

2.1 These Regulations shall be called the foint Eleciricity Regulatory Commission for the Siate of Goa & UT.
{Standard of Performance for Distribution Licensees) Regulation, 2 5.

22 These Regulations shalt be appliceble to whole of the State of Goa and Union Territories of Andaman &
Micobar Istands, Chandigarh, Dadr & Magar Haveli, Daman & Diu, Puducherry and Lakshadweep.

2.3 These Regulations shall be interpreted and implemented in accotdance with, and nol at variance from, the
provistons of the Act read with the Electricity Rules and any CEA Regulations in this regard.

24 These Regulation shall come into force from the date of publication in the Official Gazette.

3. SCOPE OF APRLICATION

3 These Regulations shall be appliceble 1o all the Distribution Licensres including Deemed Licensees under
_Sectlon i4 of the Act and all its consumers in the Stale of Goa and Union territories of Andaman & Nicobar
Islands, Chandigarh, Dadra & Nagar Haveli, Craman & Diw, Puducherry and Lakshadwesp.

4. DEFINITIONS

4.1 In these Regulations, unless the context otherwise requires:
& “Aet™ means the Electricity Ao 2003 and subsequent amendments thereof.
b, “Application™ means the appiication complete in all respects in the appropeiate form, as required by

Lhe licensee, slong with documents showing paytent of necessary charges and other somplianges;

c. “Area of Supply” means the area within which a licensee is authorized to supply slecticity;

d. “Cail Centre™ means the office set up with sdequate lechnalogy and sysiems to regisier complainis
round the clock;

e. “Clearances” means the necessary approval from outside agencies such as Municipal Authorities,
Commure Panchayat and Gram Panchayal Aulhorities which is required for completion of work by
the Heenses;

. “Commission™ means he Joint Elsclricity Regulatory Commission for the State of Goz & Union
Tendteries;

'3 “Copsumer [ndexing™ means identification and codification of each consumer in the electrical
network with & unigue code retating it 10 the network assets, With the heip of that unique code it
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should be possible 10 idensify the consumee, pobe, distribution wransformer, feeder and substation

4.2

5.l

52

6.1

feeding the consumer;

h. “Extra High Tension/Extra High Voltage” means the voltage excesding 33kv under normal conditicns;

L “Cirievance Redressal Forum Regulations™ means the Regulations issued Under Section 42 {5 and ()
by the Commission;

Jr “High Tension/ High Voltage” means the voltage exceeding 440 volts but not exceeding 33kv under
normal conditions;

k. “Licensee™ means any person licensed under Part IV of the Act Io distribute electricity:

L. “Low Fension / Low Voltage” means the voltage ievel that does not exceed 440 valts under normal
conditiona; )

m. “Normal Fuse OFf" means fizse blown off because of overloading o ageing:

mn “Remote Areas” means far flung and isclated azeas including those remote islands away from the areas
of the Main Istard in the Union Territories of Andaman & Nicobar Islands and Lakshedweep:

a, “Rural Arcas™ means the areas covered by Gram Panchaysts;
p. “SO#™ means Standard of Performance;
g. “Urban Aseas™ means the mrcas covered by all Municipal Corporations and other Municipalities

including the areas faliing under the various Urban Development Authorities, Cantonment Autherities
and Industrial Estaces or Townships.

Words amd expressions vsed and not defined in these Regulations but defined in the Act shall have the
feanings assigned to them in the Act. Expressions used herein bt not specifically defined in these Regutations
or in the Acts but defined under any law passed by a Competant Eegislature and applicable to the Electeicity
Industry in the State shall have the meaning assigned 16 them in such law.

CRIECTIVE

These standards lay down the guidefines 1o maintain distribwtion Systen Parsmeters within the permissible
limits and shall serve as guidelines for licensees for providing an efficient, relinble, coordinated nmd economical
system of electricity distribution.

The chjectives of these performance standards are ; -

a. To lay down Standards of Performance:
b. To measure performance against the standards For the licenses in providing service;

€. To ensure that the distributicn network performance meets 3 minimum standard which is essential for the
conswters installation to function properly;

d. To enabie the consumers to design their systems and equipment 1o suit the electrical environment that they
opersle in; and

e. To enhance the quality of the services 1o meet acceptable customer service standards in the short kerm and
graduatly move wowards Improved cusiomer service standards in the long rerm.

LEGAJ, PROVISIQNS

The Commissign, in pursuanice of Section 57, read with ciause (i) of sub-section (13 of Section 86 of the Act,
shell specify the Standards of Performance of the distribution licensees, interding lo serve as guidelines for
them o operate their distribution system foe providing quality and reliability of service;
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B.1

8.2

3.3

If o licensee fails 1o meet the standards specified wnder sub-scction {1} of section 37 of the Act, withoul
pujudiumwpemltr which may be impased, or prosecution which may be initinted, it shall be lisbie o pay
m.wmmmumummmmmurmﬂwm
Commiasion;

Provided that before determination of compensation, the concerned licensee shall be given reasonable
opportunity of being heard.

The Commission may, in exercise of the powers vested in it under section 58 of the Act, specify different
mndudsundersuh-sadinrn{l}nf&ctimSTufﬁwhnﬁnucluuorcluuanﬂhﬂiqerm.

Evmlﬁcmm:hﬂ,wimhmﬂpu'hdwlﬁdbyﬂwmmhsimmﬂumhaeﬁimﬂofmﬁMmhm
the Commission the Following information, namely:-

o The level of performance achieved under sub-section (1} of section 57 of the Act;

b. The number of cases in which compensation was made under sub-section (2) of Section 37 of the Act and
the ggregate amount of the compensation.

The Commission shall at least once in every year arrange for publication, in such form and manper, as fl
congiders appropriate, of such information furnished to #t under clause 6.5 gbove.

The Cominission may, in exertise of the pnwmwmdinhmﬂnrsnctinn |42 of the Act, resort to penal action
against the licensee respongible for non- fulfitvment of the Standards of Performance.

STANDARDS,OF PERFORMANCE

The Standards specified in Schedule—1 of these Regulations shall be the Guarameed Standards of Performance,
which are the minimum standards of sarvice that m distribution leenses shall echieve, The guaramtecd
standards of performence shall be differentiated mcross the licenses's ared based on the concentration of
pooulation. The categorization shall be applicable for urban areas, rurnl Areas and remote arens.

The failure of the licensee 10 achieve the guaranteed siandards of service shali entail payment of cotnpensation
10 the consumer as pet Schedute — 111 of these Regulations.

The standards specified in Schedule — 11 of these Regulations shall be the Overall Siandards of Performance
which Ticenses shall seek to achieve in the discharge of its obligations.

COMPENSATION MECHANISM

IFthe licensee fails 10 meet Lhe guarantecd standards of Performance as specified in Schedule - 1, the licensee
shal! pay compensation to the affected person.

The minimum compensation to be pakd by the licensee 10 the affected person s specified in Schedule - 51l of
these Regulaticns.

Affected consumers will be required to ‘meke a claim for payment of compensation Lo the Divisional Engineer
of their area of supply which shell be done within 30 days of violation af guaranteed standards. The payment
of compensation shall be made as per the rates prescribed and decided by the Cemmission in Regulation No. 17
(schedute L1} of these Regulations. In all cases of compensation, the compensation shatl be made by way of
adjustment against current and / or future bills for supply of glectricity., but not later than 90 days from the date
of viclalion of guaranteed standatds, unless demanded by the consumer as direct payment. 1F the licensee,
however, fails 1o dispense the compensaticn amount as laid down in Schedule — 1l of these regulations the
agprieved consumer(s) can approach the respective Consumer Grievances Redressal Forum {CGRFY for
redreszal of grievances of consufmers ta seek such compensation. [n such event, additional penalty may be
levied by CGRF depending ugon the gravity of the comgiaint on the Ficensee for niol faithfully implementing
the reguialions on case 1o CASE basis. Additional penalty as may be levied shall be remitied by the licensee 1o
th= Commission.

321&@\.};5" il
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54 in case of events affecting more than one consumer, the provisions for payment of compensation specified in
Schedule — 111 of these regulations shall be appliceble 1o 2! concerned consumers when the data on consumer
indexing is available,

BS The Licensee shall complete consumer indexing within the specified time linits as under, lrom the date of
commencement of these Reguiations,

& For*Urban Areas™ 1o be completed within 12 months;
b.  For “Rural Arens™ to be completed in |2 months; and

¢ For"Remete Areas™ 1o be completed in 24 months,

Bb The Licensee shall maintain consumar-wise records regarding the puaraniced standards of performance in order
to give a fair treatment to all consumers and avoid any dispule regarding vialation of standards,

8.7 The compensation paid by the licensee under clause 8.1 far the respective parameter. may be allowed 1o be
recovered panly or fully in the revenue requirement of the licertses, keeping in view the exient to which the

licensee is able to achieve the overal] Standards of Performance, as measured through audis or annual checks.

LA The Commissicn may autharize the Commission staff or any independent agency to conduct annual checks. in
ordet to monitor the compliance of the standards by the licensces, and submit the Report to the Commission,

8.9 Remunerstion to be paid 1o an independent agency to conduct annual checks as may B¢ nominated by the
Commission shalt be paid by the licensee.

Methodobogy for Andit or Annual checks

810 Grading of the report on Perlormance Standards submitted by the licensees shall be done in two parts -
teliakility and acvuracy of the data,

Reliability grading
&1 The prading system for reporting the rediability of the Performance Standards shall be set 25 under -
1 cliabifity Grade Asseysment of Reliability Grade f
- A Based on proper records with adequate procedures
B B Data has significant procedural deviations
C Unsatisfactory dara
2]

8.12  Oaty if the rchiability is of the Grade A. further analysis will be carmied vut to measare claims on achievement,

Accuracy Grading

B.13  Based on the accuracy grade assessment of the information provided on the achisvement on Overall Standards,
certain percentage of compensation paid may be allowed m the ARR by the Commission, ser as under:

Arcuracy Assessed Accuracy Percentage of compensation paid 10 be recovered through

farade Level Annual Revenve Reguirement
f +i-2%% L
2 +-5% 35%

[ 3 +1-10% TRy
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9.

9.1

21
C M N
The Licensee shall devise its OWil Proccsses at Complaint Handling Centres’ {ali Cenlre (s} Cusiomer Care
Centre(s} or any other customer interface channels to handle consumer complaints, The processes shioulhd
include the follawing:- :

a Registration of eomplaints by allotiing a unique jdentificalion number 10 be called the compiuinl number;

b, Communication 1o coRsumer of the complaint number. dateitime of registeation of the complaint and
expecied complaint resolution time to the consumer:

c. Record detsils of each complaint (As per Annexurs = [}
4 Intimate contact details of the next higher authority (including his name. telephone number and address) 1o
the consumier in CRSE the consumer is Not gatisfied with the compiaint handling or when requested by him*

and

¢. Update and record fecdback of the FOMSUMET on the action taken 2iong with the total time tgken far
resolution of the complaint

Estabiishment of call ceptre {s)

9.2

9.3

9.4

9.5

yicensee shall within the foltowing time limits, from the dare of commencement of these repulations, astablish
call centme(s) For redressal of complaints of its consymets, and such Catl Centre{s) shall e accessible 10 s
consumers round the ciock during all days of the week.

a.  Fpr“Urhan Areas” within 6 months;

b. ForRural Areas" within 12 months: and

. For“Remote Areas” within 24 moaths.

The Licensee shail use the existing channels for recording the consumer complainis as per the procedure

defined in Reguiation 9.1 Lill the establishmemnt of Call Centre{s}.

Every licensed shall depute adequats number of saff al its Cai Centre(s} and earmark or allot of establish 2
basic telephone oF celular mobile tzleghone number having gufficient lines or comnections 10 be called as the
w1oll froe number” or “Consumer Care Mumber”, as the case may be.

The Ligensee should ensure aveilability of eleciroric dala base K record complainis as pet the provedure
defined in Regulation 9.1 for the Call Centre(s) This data bank should also he linkgd with the Consumer
Billing Drata Base.

Creating awarsaest

0.6

9

Every licensee shall, immediately upoR esiabiishment of its Call Centre(s). intorm through # public Notice in
NewsSpapers in circuintion in the arca of supply. The licensee should slso ensure proper circulation of
information ko the consumErs int case of any changes in the contact numbers Information should be prepared in
English, Hindi and local languages and should be aceessibic 10 consurtets easily.

The Licenses should publish the guaranieed srandards of periormance along with compensatiun structure amd
information on procedure lar filing of complaints, in the bills for month of January and July. 1000 s nol
possible 1o publish the same at the back of the tifls, the licensee shoulbd publish it on & separnte hand eut and
disribute it along wilk the s
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Guarsstesd Standards

1£.1

The Licensee shail famnish to the Commission within |5 days frem the close of each quarer. a guanerly repon
providing the following informarion:

2. Performance fevels achioved by the licensee with reference to the gusrhnieed standards {specified in
Schadule - 1 of these regitlations) in the formar ax provided in Annexure - |} of these regulations:

b. Measures taken 1o improve the performance:; and

. Details reganding the cases in which compensation was paid, & per formar provided in Apnexure — || or
these regulations,

Oversll Standards

102

[.2

12,

The Licensee shall furnish to the Comrnission within |5 days from the close of each quarter, a quarterly report
providing the following information:

8. Level of performance achieved with reference to the overall standsrds {specified in Schedule — {| of these
regulations} in the forma ag provided in Annexure - (I of these regulations; and

b.  Measures taken by the licensee to improve performance in the areas covered by oversil siandards,

mwmmlimm

A power interruption shall include any owiage in the distribution ystem. extending frem the distribution
substation to the consumer meler, which may be due 1o the tripping of proteciive devices during faults or the

The application of the Standards of Performance specified in these Reguiations shall ramain suspendad in case
of the fotlowing events;

8. force majeurs events such 85 war, mutiny, civil commaticn, riots, loods, cyclene, lphtning, carthquake or
* other force and strike, lockout, fire affecting licensee’s instaltations and activities:

b.  outages due to generation faiture or transmission network fiilure;

C. outages that are initiated by the Natjona Load Despatch Centre/Regional Load Despatch Centres Siate
Load Despatch Centre during the occurrence of feilure of their facilities: and

d. cuages due to such other evenss which are with the approval of the Commission after due notice and
hearing.

REFEAL AND SAVINGS
Save a3 otherwise provided in thess Regulstions, the Joint Eleciricity Regulatory Commission (Standards of
Performance) Regulntions, 2009 are bereby repealed.
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Notwithstaading such ropes] saything done o sction taken or purported to have boen taken, or proceedings

initiated under such repealed Regukations, shall be docmod i have been taken under these Regulations to the
exteat that the same were not inconaistent with the Act.

13 POWERTQREMOVE DIFFICULTIES
If any difficulty srises in giving sffect to any of the provisions of these Reguletions, the Commission mey, by
general or special order, do or undestaks or direct the licensoes to do or undertake things, which in the opinion
of the Commission are necessiry on expeacent for the purpose of removing the difficulties.

4. POWERTO AMEND

Tha Commission may, at any time and on such times as it may think A4, amend, akor or modify any provisions
of these Regulations or remave any ervor o defect in these Regulations.

SCHEDIILE - 1
GUARANTEED STANDARDS OF PERFORMANCE

S1.ND. | Nature of camse of Power Mazimum Time Limit for Restorntion
Supply Failure
1. Fuse Blown aut or MCB Tripped | Within 4 boura for Urben ares
Within & wours for Rural wreas
Within 12 hoars in Remote Aress
2. Service Line Broken/ Within 6 hours for Urban areas
Service Line snapped from the | Within 12 hours for Rural aress
Pole Within 18 houwrs for Remote arcas
3. Fault n Distibution Line /| Rectibication of fault snd thereaffer Restortion of normal power
Sysiem supply within 12 hours

Temporary Supply to be restored within 4 hours from alternals source.

4, HT Mains falled i Rectification of fault within 12 hours.
Temporary restoration of power supply within 4 bours.

5 Break down of underpound | Rectification of fault within 24 bours of occurmence of bresk down
, cable after obtaining clearances,

Temporiry restoration of supply withie 4 hours .

3 Disribution Teanaformer | Replacement of falied T ransformer:
' Failed/Bumt Within 24 howrs in Urban aress
Within 48 hours in Rural aress
Within 60 hours in Remote aness

Temporary Restorstion of supply through mobile traosformer or
anothor beckup source within 8 hours in Urban ereas, 12 howrs n
Ruraf srcas and 18 hours in Remote areas.




A——— —

THE GAZETTE OF INDIA : EXTRAORDINARY [PART Il1-=5EC, 4]
—— e s = —————— ———

Problem in grid {33 kv or 66 kv | Repair and restoration of supply within 48 hours.

or 110 kv) aubstation Restorasion of supply from aitemae source, within 6 hours.
Roster losd shedding may be carried oit (o avoid overloading of
altemnate source.

Failure of Power Transformer Rectification Action Plan 1o be intimated to the Comrnission within 72
hours.

Rectification 1o be completed withia the time frame approved by the
Commission,

Rastoration of supply from alternate source within 6 hours
Roster load shedding may be camied oul 1w avoid overloading of
alternate source.

Period of scheduled outages Interruption in power supply due to scheduled outeges, other than the
ipad-shedding, shall be notified by licensee ot least 24 hours in
advance ardl shall not exceed 12 hours in a day.

Quulity of Supply

1¢.

Yoltage flectuations Licenses shall maimain voltages at the point of commencement of the
supply to a consumer within the limits stipulated as umder, with
reference in the declared voitage.

n.  Inthe case of Low Yoliage , +5% and -6%

b. In the case of High Voliage, +8% and -9%; and
¢.  Inthe cass of Extra High Valage, +10P% and «12.5%

On receipt of & velage fluctuation complajnt, licensee shall verify if the voltage Tluctyation is exceeding the
limits specified and vpon confiomation, licensee shall resolve the problem within the lime limits specified
below:-

i. Local problem on the | Within 3 days

transformer
ii. Distribution Network g Within {5 days for LT system and 30 days for HT system,
probiem where no expansion or enharcement of network is involved,
b. Within 180 days if upgradsiion of distribution system is
required.

i2.

In case where substation is required to be erected 10 resalve voltage fluctiyation complaints, licensee shall,
within one month of the receipt of such complaint, submil 1o the Commission 2 proposal for erection of
substation, together with the time required to compleie erection and commissioning of such substation and
get the same approved by the Commission. [n such cases, licenser is reguired 16 inform Lhe consumer about
the likely time of resobution of the complaint. Provided that where such substalior is covered in the
licensee's capital expenditure plan approved by the Commission, the licensee shall complete the erecticn
and commissioning of such works within the time peripd specilied in such capital expenditure plan.

13.

Industrial and agricultural consumers, who are expecied 1o install capacitors at their end, shall not be paid
the compensation if capacitors of sdequste capacity are not installed by them at their premises.
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i4 Complaints aboil MeteTs
Subject to the provisions of the Electricity Supply Code:
(SLNQ. | Nature of Complalni Time 10 be taken by Licensce
L Complaint Jodged for accuracy | Within 30 days of receiving the complaint, the Licensee shall tast the
test of meter meter and if hooded, the' meter shall be replaced within 15 days
thereafter,
ii. Complaint lodged for defective / Within 15 days of receiving the Complaint, the licensee shall check
stuck meter ﬂmmﬁmrandifnmded,ﬂlematﬁshmllbemplaudwiﬂimlidaﬁ
therenfier.
iik. Camplaint lodged for purmt meter | The Licensee shall restore supply within 6 hours upon receipt of
complainl bypassing the burmi meter, and new meler shall be
provided within 15 days.
13 Transfer of Consumer's ronnection and conversion of services
The Licensee shall give effect 10 a request for transfer of consumer’s connection, change of ¢ategory and
conversion of the existing services from Low Tension to High Tensian and vice-versa within the following time
limirs:
Natare of request Tinae to be taken by Licensee
i Change of consumer’s name due lo | Change shail be effected in 1wo Billing cyeles,
change in ownership/occupancy for
property
li. Transfer of comsumer's name fo | Change shall be effected in two billing cycles.
legal heir
iit. Load reduction Licensee, after verification, shall sancticn the reduced load within 30
days after receipt of the application.
v Change of category Licensee shall inspect the premises and change the caegory within 10
days from the date of receipt of application,
V. Shifiipy of meterfservice line ete. T, One month for giving the estimated amount 1o the consunmer
for shifting.
4. Within ane month of the consumer depesiting the suimated
amount as mentioned above.
b Complaints about consumer’s bilis
Nature of Complaint | Time to be taken by Licensee

| SE.NG,

F

1, | Complaints on billing

Licensee shall scknowiedge the complaint immediately, if received in
person. or wilhin 3 days from the date of receipt if received by post.
If no additionat nformation Js required, Licensee shall resolve the
complaint and intimale the resufl to the consumer within 7 days of
rceeipt of the complaint. In case sRY additional information is
required, the same shall be obtained, the issue resolved and resull
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Roguern for reconmection In, case sonsamer requests
months after disconaection,

intimated o the consumer within 7 days of receipt of the
additional information, whichever is jater.
[7. Isgmey reisting tn tHecornection / recontection of supply
T Trmng Under consideration | Time (o be taken by Licensee
i Payment of Jueg by the | Licensee to give IS days notice tp
consumer Licenge. may disconnect the CONsy

MnfpuwrumplwatbinmeﬁmelimitsnmibaduSI.Nn,ztuSuf
M*—lﬂfﬂﬂcm. T‘hul-inemshaﬂlchievemfumdlrd of performance in at least 9% of

Chsen,
M‘lﬂlﬂn‘ul’iﬂ.m
The Licensor ghalj Paaintain the percensge distribution trangformery laced within the time fmies
:;!:ﬁbedlﬂ.ﬂu.ﬁbfw-—lﬂfﬁm wﬁumﬂi&ﬂibrl:?mm

then
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5 Pertod of acheduled outages:

[nterrupticn in power supply due to scheduled outages, other than the load-shedding haa 1o be notified m
advance and shall not exceed 12 hours in a day and in each such event, the Licenses has to ensure that the
supply s vestored by 6:00 P.M. The Licensee shall achieve both of thess standards of perfurmance in at least
05% of the cases. :

& Meter Complaints:

The Licenses shall achieve the Standard of Performance as specified at 51. No. i4 of Schedule — 1 of these
Reguiations in at least 95% of cases.

~~a

; '- . Voliage Muctuations complaints: _
The Licensee shall achieve the Standards of Performance as specified at 51, No. 11 of Schedule - 1 of these
Regulations in &t least 95% of vases.

8. Trassfer of Consumer’s connection & Conversion of Services:
Tue Licensee shall achieve the Standards of Performance &5 specified at S1. No, 1% of Schedule - T of these
Kegulations 1n gt least Y5 of casts,

% Complaint sboul Consamer's bills:

y ! The Licensee shall ensure Standards of Performance s specified at Sl No. 16 of Schedule — | of theze
: Regulations in at lenst 95% of cases.

! i 10, . Tssues relating to Disconnection Reconnection of Sopply:

celd

The Licenses shall achieve the prescribed Standards of Performance as specified at SI. No. 17 of Schedule — |
: of thess Regulations in 95% of cases.
1. Voltage Unbalsnce;

The Licenses shall ensure that the voltage unbalance does not exceed 3% a1 the point of commancement of
supply, Volage Unbalance (VL) shait be computed in the following manner:

Vohage Unbalance = {VH-VL)VH:

" . Where VH and VL are highest and lowaest phase Voltage for LT System or highest and lowest phase Voltages
for HT & EHT Systems.

- 12. Billlog mistakes:

The Licensee shall maintain the percemage of bills requirmg modifications following complaints 10 the toml
rumber of bills issued, not greater than 1%.

e
- SRRAL Do . _

13 Faulty Metors:

The Licensce shail maintain the percentage of defective meters o the rotal number of meters in servics,
greater than 2%,
14, Minlmize elecirical secidents:

Increase or decreass in na. of electrical accidens compared over a period of time will also be mn indicator of the
Licensee's Performance.

] 3AR6GIS - 5
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Reliability lndices
15. mmmw-mmﬁmwmﬁmmﬂmmy

16.

17.

; Mumummmmummdmmmmpmwmnm
hyhcmimshﬂihmiqummhlhmmmhhmdinkhltyuu!hehiatmiulpuﬁmumuuf
Ticenses. ! -

Budm&inﬁmﬁmwmwmmmmhﬂmwﬂdmlﬁﬂwmmﬂsﬁxm
reliablity indices anmually. Licensee shall bo evaluated aunually to compare Licensces’ actual performance
with (he iargets.

The licensoe shall compute the following distrbation reliability indices separately for the Uben Area, rural
feeders: .

System Avesage Intemuption Frequency Index (SAIFT): The licenses shall calculaie the value as per the
formuln and methodology as specified at 51, No. 18 in this Schaduls,

Qugters Averspe Intermyption Duration Index {SAIDTY: The Rosnsee shall calculze the valus oo par the
formula and methodology as specified at 51, No. |8 in this Schedule.

Eﬂ

b. Mmmmhvmwhmnmﬁmﬁqmyhdm{ﬂﬂ?ﬂﬂhﬁmm ghall calculate the value as per
the formuia and methodology as specified at SL Mo, 18 int thiz Schedule.

-

The indices shall be computed for licenses s a whele by stacking, for each manth all the | Ikv feeders in the
:mplymm&ﬂrmaggrepﬁngﬂnnumhﬂmddmtﬁun of ll imtercuptions in that month for each fecder.
m_mmmmmummmmmgﬂummm: ;

n
%, SAIFT= T (A" x N'Y N
I=1

n
b. SAIDI=F (B'xN'¥N
I=1

i
e,  MAIFI=TE xN'YN -
1=1

Where,

A" = Totm] number of sustained interruptions {each longer than 5 minutes) on i"
Feeder for the month.

B! = Tonal duration of all sustalned interruptions (each longer than 5 minutes} on
Feeder for the month.

Cl== Total number of momentary interruptions {each less than or equal to 5 minutes) on i Fesder for the
month.

N, = Number of Cansumers of i* feeder affected due to each interruption.
N,= Total nuinber of Cousumers al 11%y feeders In liconsee™s supply .
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W
o= Number of 11 ky fesders in llcensse's supply srea (excluding agriculturat feeders)
Now:

a ThefeédmmbeWmummﬁmmmmﬂwwlmnfﬂwuﬂmmhmpmd
separately for ench month.

b. Licensee shall propose the target level of these indices annusally at the time of submining ARR. The
Commission would thereafter notify these indices.

SCHEDULE -
COMPENSATION

' In w2se oOf failure of licensee 10 meet the gmmaed.Stmdards of Perfoenance as specified in Schadule — | of
these regulations, compensation shall be payable 1o the consumer, a5 shown in the table betow:

ol T

Performance Parammeters Standard Compensation payable in cmse of violation of
Standard (default shall b= considered from the time
consumer has made complaint}

f Compensation payable 1¢ | Cempensation

3 : Individual consumer if the | payable to Individual

evemt  affects = single | Consumer if  the
consumer event affects more
than one Consumer
| I.__| Billing of Consumers
. | Raising of Firal Bill Within 2 Billing | 10% of the Billed amount
Cycles subjeri 1o maximum of Rs
2501 .
! 2. | In case Bills arc raised oven afier Rs 2504~ for cach case Mot Applicable
! discomnection  on  consumer’s
réquest

; 3. | Resolution of Billing Complaints | Resolve within 7 | Rs 50/~ for each day of
days of receipl of | default

complainl. il no
additional
information is
required,

[f required, within 7
days of receipt of
additional

i infermation.

- 4. | Consumer requiring upko date bill | Licensee 1o carry | Rs 50/- for cach day of | Not Applicable
owd special reading | default

i
r and prepare final
E bill within T days
3 1l. | Transfer of consumer’s connection and conversion of services
ﬂ Change of consumer's name Within 2 Billing Mot Applicable
i di= 1o change in ownership! Cycles of
f occupancy for property acceptance of
: application
q 6. | Transter of consemer's name | Within 2 Billmg

10 lepal heir eyches of

acceptance of Rz 50/ for each day of

j application default
;’F 3226 qufis- &
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Loed Reduction

30 gdays after
receipt  of  the
application

Change of Category

Within 1¢ days of

acceplance aof
application

—

Shifiing of Meter / Servige
Line etc.

Within 30 days of
CONSUMET
depositing the
estimated amount
for which lhe
Heensee is
aliowed 30 days

Rs 50/- for.each day of

default

Mol Applicabhe

Disconpection / Reconneclion o

F Supply

.

Request for reconneclion

in case consumer
requests for
reconaeclion
within a period of
six months afier
gdis-connection,
the Licensee shail
reconmnect the
CONsSUTner’'s
installation within
7 days of paymenl
of past dues and
réconpection

charges.

Rs 504 for each day of

defaglt

v,

Meter Complaints

Testing of Mzter

Wirhin 30 days of
receipt of
compizint

Rs Si/- for each day of

defaull

Mot applicable

Replacement of barmt meler

Within & houts
restoration of
supply by
bypassing the
burnl meter.
Merer {3 e
replaced  within
|5 days.

B 50/ for each day of

default

Not Applicable

Replacemment  of  defeclive

hdeter

Within 15 days of
declaring  Meter
defective afiet
Lesiing

Rs St~ for each day of

defaeh

Wot Applicable

Y.

Power Supply fatlure

i4.

Fuse biown ot or MCB
Tripped {in case fuse or MCB
belongs to Licensee ig. pole
or feeder pillar fuse)

Within 4 hours
for Urban areas
Within & hours
for Rurat areas
Within 12 hours
in Romole arcas,

NS

Service line hroken service
fine stapped from the Pole

Within & hours
for Urban arcas
Within 12 hours
for Rural areas.

Rs 2t0- For each hour

of e fault

R5 200- tor each hour of defaull !
1o each consumer affected.
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16, | Faul in disiribution | Rectification of :
finessyslen faul and |
thereafler
Restaralion of |
! normal power |
: supply within 12 '
haurs

17 ' Break down of underground | Rectification

Cables within 24 hours '
18. | Drstribution " pansiormer | Replacement  of | Rs 150 for sach day Rs 1500 for each day of default

faited / burnt failed transformer | of default to each consumer atfected.
: within 24 hours in

Urhan areas

Within 48 houts

in rurgl Areas

Within 80 hours

in Remote Ereas.

19. | HT mains failed Rectification of | Rs 200/- for each day | Rs 200¢- For each day of defuul;
fault within 12 | of default to each consuwer aflecied.
hours

20. | Problem i grid {13kv or 66 | Repair and

kv ) substation restoration of
supply within 4%
hours

1. | Failure of Power Transformer | As per 158 of | Rs 500/ for each day | Rs 500/ for each day of default
Schedule - | of defaull to each consurner affected.

VI, | Vaolape Nuctuation

72 | Local  problem  on  the | Within 3 days Rs SO/ for cach day of | Rs 50¢- for cach day of chefaul

Transfermer defaull to each
37, | Dustribution network problem | Within 15 days | Rs 150/~ for each day | Rs 100/ for each day of default
where no  expansion  on | for LT System of default
enhoncement of network is | Within 30 days
imval ved for HT System
%4 | Distioution network problem, | Within 180 days | Rs 250/ for cach day | Re 250/~ for each dsy of
il upgradation of distribution of default defauit.
svitem  including  erectian
and/or enhancing tapacity of
suh-station is required ]

KEERTI TEWARLI, Secy.

[ADVT.-1E4/Exty /21 B-1/15{148}]
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ANNEXURE - |

The format for Registering & Complaint in the Complaint Offtce shall be 25 under:-

Sl | TIME & | NAME, ADDRESS, | NATURE | COMP- | REFERENCE | TIME & | TOTAL TIME
MO, | DATE OF | CONTACT NOD. OF | OF LAINT OUARANTEED | DATE OF | TAKEN FOR
RECEIVING COMPLAINANT COMP- NO. STANDARD REDRESSAL COMPLAINT
COMPLAINT LAINT OF REDRESSAL
COMPLAINT | (IN DAYS
HRSMTS)
ANNEXURE -1l
REPORTING FORMATS - CUARANTEED STANDARDS
|. The following format shalf be used by Licensee for reporting the Performence Levels for Guaramteed Standards
on & guarterly basis to the Commission:-
GIARANTEED | UARANTEED | PREVIQUS COMPLAINTS | TOTAL | MO OF COMPLAINTE REGRESSEDHIN THE FENDING
XTANDARD STANDARD QUARTER RECEIVED TH DOMPLAINTS %um !@.I - CpMP,
RIEFERENCE FALAMYFTER PENTANG THE {N0) MORE TOTAL LAINTS
NG, CORPLAINTS QUARTER STAMDARD THAN THE DOML_ALNT S (N
0] (M} TIME STANDARD | REDRESSED
TIME
1. Fuse Blown *Urbln Ancs
ot o MCB Toural Ares
| Remoke Arsa
2. Serviec Line | Lirban Ares
oF Snapped
from Pale Rural Area
P_Rmm Area
k] Fault in
Distributlon
Sz.m
[ HT Main
Fuilure
3 Breakdown of
nderground
Cﬂ:l;:
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Distribation IUrtmﬁm

Transformes
failure { Buml

=

Problem in
Cinid
Subsmtion

Failuze af

Purwer
Transformer

Peziod of
Bchedsded
Dutages

10. [3).

Yohage
flucyelions
in case Fault
‘s ldenifind
o i Jocal

| problem on

the
Trensformer

10.{ii}(a).

Volage
fluctuation in
Case no
expansion
augmenkaticn
af wetwork
required

1003k}

“Yoltage

fluctuntians
in case
ExXpansion
pgmentation
af netwark
resyained

1L}

ACCUFBCY
testing of
Metar

LL.¢ii).

Defective 7
shock Meter

LLAIiE).

Bumi Meter

12.4i).

Comtumer's

neme change

12400}

‘Transfer of
name to legal
heir

12,05} -

Laoad

Reducrian

12Livk

Change of

-] Calsgocy

124w

Shifiing af
Meter /
Service Line

-

1\

Complain on
Billing




Regiest for
Reéconnection
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14,00} |

1440}

Consumer
waniing
special
reading of
meisr and
upo date Bill

Dote;

Time limit prescribed in Schedule
designated offices of the Licenses
2. The quarlerly information regarding the com

= | will be computed from the time wh
or at the Call Cenire,

ea the complaint is filed with the

persation shall be submitied by Licenses to the Comrnission in

the following format for individual complaints where compensation bas besn paid.
SLNO. | ORPLAT | CATEDF | COR [ RAME ARD | NATURE Wlﬁﬁw—_
B FILING DF NO. ADDRESS OUARANTEED | COMPENSATION | FAYMENT OF
COMPLAINT OF STANDARD Pl (5D COMPERSATION
CONSUMER
ANNEXURE -ty
N = L3y
L. Llecnses shall furnish the information with respect (o the overall siandards every quarter o tht Commistion in the
fallowing formae:-
OVERALL [ OVERALL NO. OF ] TOTALNO. [ TOTALNO. | TOTAL NO. | NO. OF f
STANDARDS | STANDARD COMPLAINTS | OF OF Or COMPLAINTS
REFERENCE | PARAMETER PENDING AS | COMPLAINTS COMPLAINTS | COMPLAINTS PENDIMNG AT
NO. THE START FILED BY CeA+R) REDRESSED THE END OF
OF THE THE WITHIN THE | THE
QUARTER (&) | COMNSUMERS STIPULATED | QUARTER
N THIS TIME
QUARTER (B)
i. Normal  fise o
Cables
2 Orvetheed Line
Cable  Sreakdown
including
wnderground  Ceble
Breakdpwn:
3 Dristribution
Tronstormer
Failurcs
4 Grid Substatlon
problem  including
Power  Transformner
Frilure
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5 {Period of Schedaled
I Chutagss
f, e Complaints
7 Violuge Fluctoation
Complains
'Y Transformer af
Consumers
L onnection/Seevicas
9 Consumers Bills
Cornplaints
I, Disconnecuian
: Reconncction, of
{ Supply
1 The quarterty information regarding faulty meters shall be submitied by Licensee in the fallowing format:-
REFERENCE MO, DF FAULTY | NOLOF TOTAL ND. | NQ. OF METERE N OF FALLTY
OVERALL METERS AT FALLTY OF FAULTY | RECTIFIELYREPLACED METERS
STANDARDS THE 5TARY 1F METERS VETERS PEMDING AT
THE QUARTER APDED THE END OF
DURING THE THE QUARTER
QUARTER
1
3, The proforma for submission of quarterty report on reliabiliry indices shall be as follows:-
SL.NO. | MONTH M= NUMBERS OF | Ai=TOTAL Ni = TLITAL [ =% LAi * Ni) SAIFI={2¥(1)
COMNSUMERS OF NUMBER OF NUMBER  OF | FOR ALL 11KV
FEEDER AFFECTED SUSTAIT:IA [y COMSUMERS FEEDERS
FGR EACH | INTERR IOMS | AT 1IKY [N | EXCLUDING
INTERRUFTION {EACH LQNGER | LICENSEES AGRICULTURE
THANS AREA DF { FEEDERS (1)
MI'I\!LI'I'ESF:}O(;)F i* | SUPPLY (I}
FEEDER
THE MONTH
]
|
N
TOTAL
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MONTH M= NUMBER OF | Bi=TOTAL N1 = TOTAL | =% (Bi® Ni SAIDI=2M( 1)
CONSUMERS OF i | DURATION OF WUMBER OF | FOR ALL 11KV

FEEDER AFFECTED | SUSTAINER CONSUMERS FEEDERS
FOR EACH | INTERRUPTIONS | AT 11KV N | EXCLUDING
INTERRLPTIHON {EACH LLONGER LICENSEES AGRICULTURE
THAN 3 ! AREA QF | FEEDERS {1)
MINUTES} ON i | SUPPLY (1) E
FEEDER FOR
THE MDONTH
I
N
TOTAL
MSLNO. | MONTH Ni= NUMBER OF | Ci- TOTAL NI = TOTAL | =% (Ci* i) MAFI=(Z(1)
CONSUMERS OF i | NUMBER OF NUMBER OF | FOR ALL 11KV
FEEDER AFFECTED | MOMENTARY COMSUMERS FEEDERS
FOR EACH | INFERRUPTIONS | AT Ilkv N | EXCLUDING
INTERRLUPTION (EACH LESS LICENSEES AGRICULTURE
THAM OR AREA DF | FEEDERS {2}
ECHIAL TO 5 SLUTPRLY (1)
MINUTES ON *
FEEDER FOR
THE MONTH
1
N
TOTAL
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