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Agenda 

!   Power Sector Reforms – An Overview of the Distribution Sector 

!   CRM in Electricity Distribution – National Support 

!   Regulator – Utility Interface for CRM 

!   CRM Initiatives  

!   ICT Opportunities in brief 

!   Research Issues 
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Power Sector Reforms in the context of 
Distribution Utilities 

q  Unbundling in most states so that distribution companies can focus on 
core business 

q  Unbundled discoms are corporatized – both state owned and private  

q  Although the Electricity Act 2003 allows for second distribution 
licensee, in actual fact, only Mumbai has the system of parallel 
distribution licensees 

q  Most discoms are state owned – exceptions are  

q  Pre reforms – old private discoms in Ahmadabad, Mumbai, Kolkata 

q  Post reforms – Delhi, Orissa privatised as joint ventures 

q  Franchisee system being experimented in Maharashtra, and UP 

q   Discoms are, by and large, local area monopolies – there is NO 
customer choice  



4	
Administrative Staff College of India 4	


Power Sector Reforms in the context of 
Distribution Utilities 

Delhi: 3 
privatised 
Discoms 

Maharasthra: 
1 lstate-wide  govt 

owned discom; 
Initiated Franchisees 

West Bengal : I 
discom for the 

state; pvt co for 
Kolkata 

Mumbai: 
2 pvt cos & 1 

municipal 
undertaking 

Orissa: 3 
privatised 

discoms as JVs; 
one under 

administration 

Tamil Nadu: 
Integrated 
Genco & 
Discom  

Karnataka: 
$ govt owned 

Discoms 

Gujarat: 
4 govt owned 

Discoms, 2 Pvt 
urban discoms  

Andhra Pradesh 
4 govt owned 

Discoms 
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Discom reforms 

q  Reforms have focused largely on technical upgrades  

q  Change management is yet to occur especially in state owned 
discoms 

q  The state where customers will dictate the challenge to the 
sector – is yet to come  

q  Hence the Customer Relationship Management (CRM) will be 
essential 
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Power Sector – Power Flow 
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Institutional and Policy Structure 
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8	  

Regulator	  

Power	  Flow	  

Money	  Flow	  

Regulation	  
Market	  

Generation:	  Public,	  
Private	   Transmission:	  

Public,	  Private	  

Distribution:	  Public,	  
Private,	  Bulk	  consumers	  

Institutional Framework 



9	
Administrative Staff College of India 9	


Players and Interactions 

Consumers/Public	  
Utility	  

Contract	  

Government	  	  
/	  Policy	  makers	  

Political	  
Voice	   Authority	  

/	  policy	  

Regulatory	  	  
Commissions	  
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Reliable	  Power	  
(Adequate	  and	  Timely	  

Delivery)	  

Good	  Service	  
Quality	  

Reasonable	  
Tariff	  

Consumer Expectations and agitations 
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Right	  to	  Safety	  
Right	  to	  be	  Informed	  
Right	  to	  Choose	  
Right	  to	  be	  Heard	  
Right	  to	  Seek	  Redressal	  
Right	  to	  Consumer	  Education	  
Right	  to	  Basic	  Needs	  	  
Right	  to	  healthy	  environment	  	  
	  

Consumer Rights 
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Consumer	  must	  exercise	  his	  rights.	  
Cautious	  consumer	  
Filing	  complaint	  for	  the	  redressal	  of	  

genuine	  grievances	  
Consumer	  must	  be	  quality	  conscious	  
Insist	  on	  cash	  memo	  	  
	  

Consumer Responsibilities 
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Poor	  service	  quality:	  	  
!  Billing	  errors,	  metering	  related	  issues,	  un-‐

timely	  fault	  resolution,	  etc	  
!  Un-‐planned	  load	  Shedding,	  poor	  quality	  of	  

supply,	  etc	  
!   Lack	  of	  information/clarity	  about	  

procedures	  such	  as	  getting	  new	  
connection,	  change	  in	  name	  or	  connection	  
type	  and	  so	  on	  

Lack	  of	  access:	  	  
!  Half	  the	  households	  do	  not	  get	  electricity	  

which	  is	  a	  high	  quality,	  cost	  effective	  form	  
of	  energy	  

àPoor	  and	  small	  consumers	  most	  effected	  

Service and Supply Related Issues 
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Consumers	  
–  Access	  to	  electricity	  for	  all	  households	  by	  2010	  
–  Per	  capita	  availability	  of	  electricity	  to	  be	  increased	  to	  over	  1000	  

units	  by	  2012	  
–  Minimum	  lifeline	  consumption	  of	  1	  unit/household/day	  as	  a	  merit	  

good	  by	  year	  2012	  
–  Cross	  subsidies	  to	  be	  reduced	  gradually	  
–  Provision	  of	  support	  to	  lifeline	  consumers	  (households	  below	  

poverty	  line	  having	  consumption	  of	  30	  units	  per	  month)	  with	  tariff	  
being	  at	  least	  50%	  of	  average	  cost	  of	  supply.	  	  

–  Grievance	  Forum	  and	  Ombudsman	  to	  be	  set	  up	  
–  Government	  and	  RCs	  to	  facilitate	  capacity	  building	  of	  consumer	  

groups.	  

National Electricity Policy 



15	
Administrative Staff College of India 15	


Ø  National	  Electricity	  Policy	  

Ø  5.13	  -‐	  PROTECTION	  OF	  CONSUMER	  INTERESTS	  AND	  QUALITY	  STANDARDS	  

Ø  5.13.1 Appropriate Commission should regulate utilities based on pre-determined indices on 
quality of power supply. Parameters should include, amongst others, frequency and duration of 
interruption, voltage parameters, harmonics, transformer failure rates, waiting time for 
restoration of supply, percentage defective meters and waiting list of new connections. The 
Appropriate Commissions would specify expected standards of performance. 

Ø  5.13.2 Reliability Index (RI) of supply of power to consumers should be indicated by the 
distribution licensee. A road map for declaration of RI for all cities and towns up to the District 
Headquarter towns as also for rural areas, should be drawn by up SERCs. The data of RI 
should be compiled and published by CEA. 

Ø  5.13.3 It is advised that all State Commissions should formulate the guidelines regarding 
setting up of grievance redressal forum by the licensees as also the regulations regarding the 
Ombudsman and also appoint/designate the Ombudsman within six months. 

Ø  5.13.4 The Central Government, the State Governments and Electricity Regulatory 
Commissions should facilitate capacity building of consumer groups and their effective 
representation before the Regulatory Commissions. This will enhance the efficacy of regulatory 
process. 

National Support 
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Ø Electricity	  Act	  2003	  

Suspension of distribution licence and sale of utility 
24. (1) If at any time the Appropriate Commission is of the opinion that a 

distribution licensee – 
(a) has persistently failed to maintain uninterrupted supply of electricity 

conforming to standards regarding quality of electricity to the 
consumers; or  

National Support 
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Electricity	  Act	  2003…	  

42. (5) Every distribution licensee shall, within six months from the appointed 
date or date of grant of licence, whichever is earlier, establish a forum for 
redressal of grievances of the consumers in accordance with the 
guidelines as may be specified by the State Commission. 

  
(6) Any consumer, who is aggrieved by non-redressal of his grievances under 

sub-section (5), may make a representation for the redressal of his 
grievance to an authority to be known as Ombudsman to be appointed or 
designated by the State Commission. 

  
(7) The Ombudsman shall settle the grievance of the consumer within such 

time and in such manner as may be specified by the State Commission. 
  
(8) The provisions of sub-sections (5),(6) and (7) shall be without prejudice to 

right which the consumer may have apart from the rights conferred upon 
him by those sub-sections. 

National Support 
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ü Defining	  norms	  and	  standards	  for	  service	  
quality	  that	  utility	  must	  comply	  with	  

ü Establishing	  grievance	  redressal	  
mechanism	  that	  is	  simple,	  easy	  to	  access,	  
quick	  in	  response	  and	  economical	  for	  
consumers	  

ü Establish	  monitoring	  mechanisms	  to	  
ensure	  compliance	  of	  standards	  and	  
regulations	  and	  effective	  grievance	  
redressal	  

Regulatory Interface 
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Ø Setting	   reasonable	   and	   affordable	   tariff	  
that	  reflects	  supply	  and	  service	  quality	  

Ø Ensuring	  adequate	  power	  availability	  

Ø Monitoring	  of	  supply	  and	  service	  quality	  

Ø Ensuring	  compliance	  of	  utility	  with	  various	  
legal	  provisions	  and	  regulations	  

Ø Conducting	   due	   public	   processes	   for	   all	  
the	  above	  functions	  

Ø Increase	   awareness	   and	   transparency	  
encourage	  public	  participation	  

Regulatory Role in protecting Consumer 
Interest 
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Each licensee to establish IGRC & CGRF 
CGRF 

–  Consists of Independent 
Chairperson, utility’s representative, 
and consumer representative 

–  Should decide the matter within 45 
days 

Ombudsman 
–  Appointed by commission 
–  Only consumer can appeal against 

the decision of CGRF to 
Ombudsman 

–  Orders available on website 

Consumer’s 
grievance 

Internal Grievance 
Redressal Cell (IGRC) 

Consumer Grievance 
Redressal Forum (CGRF) 

Ombudsman 

Three Tier Grievance Redressal Structure 
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CGRF	  

Ombudsman	  

For	  grievance	  against	  
order	  of	  Ombudsman	  

For	  implementation	  of	  	  
the	  order	  Ombudsman	  

High	  Court	  
(by	  writ	  petition	  under	  

section	  226)	  

	  
Commission	  

Complaint Redressal Mechanism under EA 
2003 and sample Regulations 
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CRM Defined 

Source: CRM processes Across Power Distribution Sector in India, Sidhartha Das, 
Officer (Project Finance), North Delhi Power Limited, 5.31.05, http://
www.energypulse.net/centers/article/article_display.cfm?a_id=1017 
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CRM Initiatives 

q  Consumer approach 
q  Profit Centre 
q  Modern Customer Care Centres 
q  Customer Facilitation Centres/Call Centres 
q  SCADA/ EMS, DMS  
q  OMS & MWFM (Mobile Work Force Mgmnt)  
q  Near Real-time Information, analysis and actions    
q  Data Handling, GIS, NW Apps  
q  Integrated Process applications etc  
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PRIORITISE 
CUSTOMER NEEDS 

TECHNOLOGY 
 MUST BE FOCUSSED RELIABILITY 

 IS A KEY FACTOR 

PEOPLE 
MUST BE  
TRAINED 

MEASURE 
 CUSTOMER 

SATISFACTION  

ORGANISE FOR 
CUSTOMERS 

 
 

CRM Process 
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CRM Initiatives – BSES Rajadhani 

Improved Customer Satisfaction ‐ Prompt Service from all customer touchpoints like 
!   Modern Customer Care Centres - Queue Management System 
!    Website - Availability of Duplicate Bill / Complaint Registration etc through 

www.bsesdelhi.com 
!   State of the Art Call Centre - 24* 7 with easy to remember # 39999707 
!   Easy Payment Options like Credit Cards / Online / Payment Kiosks etc. 
!   Providing escalation matrix on web for due escalation of unresolved issues. 

Securing Interest of Consumers ‐ Pre Emptive measures to ensure Customers' safety 
!   Installation of ELCB 
!   Sharing of Safety Tips through website 
!   Caution snippets in the media during rains 
!    Load Enhancement / Service Line Cable change 
!    Imparting training to RWA nominated electricians to avoid Earth Leakages (EL) 

related issues. 
 
 
Source: Best Practices in Power Distribution, submitted To : DP&DD, Central Electricity Authority, by 

BSES Rajadhani, 2012 
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CRM Initiatives – BSES Rajadhani 

Consumer Education ‐ Generating Awareness on relevant points 
!   Energy Conservation Surveys 
!   Media Releases 
!   Energy calculator 
!   Earth Hour 
!   SYNERGY News letter for regularly sharing important information with all 

consumers 
 
 
 
 
Source: Best Practices in Power Distribution, submitted To : DP&DD, Central Electricity Authority, by 

BSES Rajadhani, 2012 



27	
Administrative Staff College of India 27	


CRM Initiatives – Tata Power 

Source : Tata Power 

Fully networked consumer care centers launched 
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50 years since independence… 
 No power Distribution Utility thought about 100% 
transparency 

 
2003… 
            NDPL became the First Power Utility in the country to 

provide On-line Information on Consumption, Billing & 
Payment to 100% consumers 

 Now through Website 100% 
Consumers can:• 

•   View Bill 
•   View Consumption Graph 
•   Print Duplicate Bill 
•   Make payment 

CRM Initiatives – Tata Power : SUGAM Experience 
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Some Bills - APCPDCL 
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Some Bills – Reliance Energy 
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BSES -Delhi 
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Tata Power Delhi Distribution Company Limited 
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APCPDCL 
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ICT Opportunities  

1.  Basic groundwork has already been done 
2.  Government support through EA 2003 and various regulations 
3.  Need enhancements in 

I.  CRM – Interfaces with  
i.  GIS 
ii.  AMR/SPOT Billing 
iii.  Website  
iv.  Payment gateways 
v.  Prepaid servers 
vi.  IVRS 
vii.  OMS etc 
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ICT Opportunities  

4.  Major Process improvements in electricity distribution 
management (MIS, SAP etc) 

5.  Robust Customer Portal Development (Interactive) 
i.  Customer Queries and Notifications (New Conn., Load/Category/

Name Change, Reading, Billing & payment Queries) 
ii.  Change Billing address, Phone nos., email 
iii.  Activate/Deactivate Paper Bill, Email, SMS Alerts 
iv.  Check reading, Billing and Payment history 
v.  Duplicate Bill & Demand Note 
vi.  Bill Payment 
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ICT Opportunities  

6.  Customer Information System 
  Customer Factsheet (Reading, Billing, Payment, 

 Notification, Disconnection, Enforcement & legal Details) 
  Customer Search (Account no, ID proof, DOB, Phone, 

 email, name, address) 
  Notification Creation and follow up 
  Outbound calling (resolution, follow up and recovery calls) 
   Spot Resolution (Bill of email, On demand Bill, due date 

 revision, reading correction) 
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ICT Opportunities  

7.  SMS Gateway 
  Notification creation intimation 
  Customer visit Intimation 
  Customer Feedback 
  Resolution/Cancellation Intimation 
  Bill and payment Intimation 
  Planned and Unplanned outage Intimation 
  SMS based Escalations   
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Research Issues  

1.  Questionnaire 
1.  Categorisation of issues – pertinent to (a) utility (b) customer 

(c) both 
2.  Ease of (a) understanding the question (b) response 
3.  Language used 

2.  Methodology 
1.  Definition of sample – how to define BoP and micro 

entrepreneurs in the context of electricity consumers 
2.  Corresponding billing to sample  
3.  Sample size 
4.  Need to cover a consumers over a cross section of private 

and government owned utilities  
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Road-map: 12th Five Year Plan (2012-17) 
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Road-map: 12th Five Year Plan 
(2012-17) 
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Road-map: 12th Five Year Plan 
(2012-17) 
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Road-map: 12th Five Year Plan 
(2012-17) 
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Road-map: 12th Five Year Plan 
(2012-17) 
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Road-map: 12th Five Year Plan 
(2012-17) 
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Road-map: 12th Five Year Plan 
(2012-17) 
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Road-map: 12th Five Year Plan 
(2012-17) 
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Road-map: 13th Five Year Plan 
(2017-22) 


