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Most see no use of complaining
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m | am scared to complain

m | do not interact or pay to the service provider but interact or pay to my landlord/third party
| do not know the process to complain

® | do not know how to contact them

B It's of no use/ not worth complaining

Why did you not complain to the service provider? (% BOP MEs who use electricity for business and who faged prol
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Blackouts and voltage fluctuations most
common problems in LK
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Did you face this problem®o BOP MEs who use electricity for business from electricity
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Problem: Lack of information on power-cuts

The Beauty Parlour Owner

Inside the Beauty Parlour

Name: Mihiri

Gender: Female

Age: 30 years

Education: Secondary Education
Location: Colombo

Business: Servicesi Beauty Parlor
Employees: None

Years of Service: 3

ARuns her business from rented
accommodation

AHas an electricity connection.

AElectricity is essential for her business.

AUnable to serve her clients if there is
no electricity.

A Lack of information on power-cuts has
an adverse effect on her livelinood.



Pr obl e m: Call ed but

~ Name: Santosh Kumar
Age: 24 years
Location: Patna
Education: Grade 9
Occupation: Food business
Nul "er of Employees:0

Once there was a major electricity
shortage in this area. We called
the office, but no one picked up,

We had no choice but to go to the

office ourselves to register our
complaint.

N “ usiness is very important for my
J od. But when such disruptions

1
i
en my busmess suffers.
L/

)
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A Communication is two way

I Utility needs to let customer know about planned
and unplanned outages

I Customer needs to talk to the utility to get
Information or make a complaint

A The need for efficient and professional service
A Managing the expectations of your customer



58% In LK do not get an advance
notice about power cuts
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Do you get advance notice about power blackoutsRO (%BOP MEs who use electricity for busine
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Solution: Provide Information on Blackouts

When setting up SMS services ensure that the sign up processes are not
complicated

Ensure the services receive sufficient publicity to enable sign up
Use the bill as a method of sending information

The consumer being made aware of planned outages through multiple methods such as
public announcements, newspapers, SMS and electronic media.

If unplanned outage, use medium such as SMS to convey the information to consumer
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Currentsystemhavetrade-offs and
creates confusion

Area A Customers feel as if they A Lack ofaccountability as
SY3dAYy SSE have spokento someone reference numbers are
office with authority not always given

A Undertrained staff

A Unanswered calls

A Takes up valuable time of
the area engineers

Centralised cal A Effective management ol A Lackof a personal touch
centre customers by trained
staff
A Maintenance of historical
data on customer
complaints/inquiries
A Establishment IVRs for
iInformation provision



Solution : A dedicated call center for receiving
complaints/inquiries

‘ Consumean rate

the Service
Providers responsg
to the query via S

A Maintain dedicated call centers ‘

A Remove discretion from the complaints receiving process by accepting all complaints and
issuing a reference number.

A Record calls so that the Supervisors can keep track of interactions. |
A After the query has been resolved, the consumer can rate the Service Provider via SMS.




Do more with callcenterdata

A Distribution companies already have
SAIDI/SAIFI data originating from the system

A The call centre data can be analysed together
with the system generated data for more in
depth understanding of issues such as
breakdowns and voltage fluctuations

A Walkin complaints should also be digitised to
make the analysis more complete



Problem: insufficient info on effective consumption of
electricity

Name: Nazreen
Age: 46 years

: Location: Colombo
My electricity bill has risen lately. Since Education: Grade 4

| am the only earning member of my . - Occupation: Food business
family, things are difficult for me. | Number of Employees:0
switch off my refrigerator when | am ,
not using it, but | would like to know 4% | require electricity for my business since |
more about how else | can reduce my & . run my business from home. Any increase

electricity bill. | inmy costs will adversely affect my
' ' / business.




About 80% of consumers have done someth
to reduce their power consumption
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m Have not done anything B Switched to energy efficient light bulbs
Turn off unnecessary appliances/lighisRun appliances at off peak rate hours

Other

Please tell us about your most important step in conserving energy [reducing electricity b
you have been following?(% BOP MEs who use electricity for business with supply fro
electricity co.)



Home AboutUs  Services  Informatic

s on electricity bills for power savers

| By:admin | Categories : latest news News and Press Release | 0 Comment

was launched on the 01st of April 2012, in line with the power conservation drive ‘Today for
ourview of the ministry of power and energy, where over 4.6 million consumers could win
slectricity bills.

areduction of 20% in their electricity bills in comparison to the March 2012 bill, will gain full
h's electricity bill. Those consumers who show a reduction of 10% of their electricity bill could
ricity bills. All electricity consumers are eligible to register for this scheme. Consumers must
eir April. May or June 2012 bills in order to receive the concessions, or total exemption of the

sumers who show a 20% reduction in their electricity bills will have a month's electricity bill
B orLECO. Similarly 5000 consumers who show a 10% reduction in their elgatgicity bills will
)n on 3 month's electricity bill.
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demand forenergy throughvarious methods
such as financial incentivesy R S R dzO | |

A Many new learnings emerging from the field
of behavioraleconomics

I Behavioroof human beings change in response to
nudges

I Human beings not always rational: How
Information and choices are framed matters!!!

ASunstein C. R., &haler R. (2008)Nudge: Improving
decisions about health, wealth, and happineddew
Haven: Yale University Press.
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A RichardThaler(Profof Behavioural Science
& Economics at the University Ghicago; co
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Government

Cookiss | Contact us | Press Office | Subscrice | News | Resource librar

‘ ?ﬁ%ﬁs Cabinet Office

Behavioural Insights Team Blog

Guest blog post from Richard Thaler

Richard Thaler, co-author of Nudge, Professor of Behavioural Science and Economics at the

University of Chicago Booth School of Business, and advisor to the Behavioural Insights
Team, has written an article for us about midata. midata is a programme which gives
consumers the right to request their transaction information from firms in a portable

machine readable format. The Government recently announced plans to give midata

statutory backing. This proposal will be debated in the House of Lords on 31 January.

Here is what Richard had to say:

Britain is on the verge of taking an important step to make sure the benefits of modern
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About

The Behavioural Insights Team, commaoanly

known as the "Mudge Unit, was set up in July
2010 with a remitto find innovative ways of
encauraging, enabling and supparting people
to make better choices far themselves

Sign up to receive emails



People tend to changbéehaviorwhen they
get timely and specific feedback

A Keeptelling them how much they are
spending

I Best solution:

Alnstallsmart meters that displays the RUPEE value of
current consumption (not current kWttonsumption)

I Secondoest (without smart meters):

Almplement asystem where users are able to find out
their currentamount payable via SMS
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A Smart meters will enable time of day metering [and cost
reflective pricing]

A Bill shock willead to lowering of the daily peak A~ ' for
energy of
A Some consumers will be ak!- N\OST tior
more efficiently < \\\O\N FOR
A Overal! - GH n
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.~ dn extra step just to give
L. tnat flashes during high use is sufficient

2904 9YSNHE& hNDb LINEPF
I For business customers .
I During peak load times, turns red/flashes
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payable via SMS

A Reattime feedback has aimpact

I Most consumers only find out their consumption
when they receive the bill

I Often results in bill shock; too late to make
changes to consumption

I BIill calculators available online. However, these
are not accessible for all

I Why not let people find out their consumption
reaktime (when they want) through SMS



2l )ZaaAot S aea

A basic solution

Textnumber of units and number

of days since th&st billing date to Receive current amount payable

designated number

A The format of the SMS has to be specified and printed on the
monthly bill or put up as a sticker on the meter

An advanced solution

Text in current meter
reading

<Utility has Receive current

Do a one time
registration with the
distributioncompany

<Mobile phone
number gets linked
with the electricity
account number>

information about amount payable
the last billing date
and the last meter

reading>




People judge their wellbeingelative referencepoints,
and care about what other people think about them

A A reference point they have experienced before, or
what other people are doing (social norms)

Adtps: 2F UGKAA K20Sf Qa 3IdzS:
eﬁectlve In increasing reuse of towels than saying

GLI NOYSNI gAU0K GKS K2USt
G LINBA&SNIS 2dzNJ NB&a2dz2NDS &

A If you want consumers to use less electricity

I Compare their consumption with those (in their
neighborhood) who consume less than them

I When users DO manage to reduce consumption, recogniz
this (smiling face/message printed in their bill)

A Singapore: running trials with bills that provide monthly
national average costs for electricity for similar
households .

1) Cialdini, Robert, Goldseteind Griskevicius. 2008. A room with a viewpoint: using social norms to motivate
environmental conservation in Hotels. Journal of Consumer Research, Vol 35; gp2472



Creating greater awareness of consumption

Inform high energy users that their consumption is higher than average when compared to
their neighbours (single phase vs 3 phase)

infographic on the meter. The infographic should be in the local language.
Information through the bill.




People are psychologically invested in costs they
have already paid (sunk cost) regardless of
current costs/benefits

A Makes it harder for them to throw out nen
energy efficient items such as old, energy
Inefficient refrigerators

A Need to frame incentives
i Exchange programs thatsayw S OS A @S wa
NB G dzNYy F2NJ &2 dzNJ 2 ¢
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People are bad at evaluating a large numberagftions
or complex information. They tend to do nothing

A Limit choices
I E.g. promote 3 types of CFL bulbs, not 8

I Provide a limited number of energy saving tips,
not exhaustive lists in your brochure

A Inform people of approximate electricity
consumption of household appliances

I Ensure it is framed in a way easily understood by
the consumer

AE.g., No. of units used by appliances (instead of KWh)



Solution: More information throuah k'35

F B COlL| FCIFON 2



