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Most see no use of complaining
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Others

I am scared to complain

I do not interact or pay to the service provider but interact or pay to my landlord/third party

I do not know the process to complain

I do not know how to contact them

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 faced problems 
ōǳǘ ŘƛŘƴΩǘ ŎƻƳǇƭŀƛƴύ

Increase 
information 

on how to get 
in touch with 

the utility
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Blackouts and voltage fluctuations most 
common problems in LK

Did you face  this problem?(% BOP MEs  who use electricity for business from electricity co.)
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The Beauty Parlour Owner

Inside the Beauty Parlour

Problem: Lack of information on power-cuts

Name: Mihiri

Gender: Female

Age: 30 years

Education: Secondary Education

Location: Colombo

Business: ServicesïBeauty Parlor

Employees: None

Years of Service: 3

ÅRuns her business from rented 

accommodation 

ÅHas an electricity connection.

ÅElectricity is essential for her business.

ÅUnable to serve her clients if there is 

no electricity. 

ÅLack of information on power-cuts has 

an adverse effect on her livelihood. 
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Problem: Called but no responseé

My electricity bill has risen lately. Since 

I am the only earning member of my 

family, things are difficult for me. I 

switch off my refrigerator when I am 

not using it, but I would like to know 

more about how else I can reduce my 

electricity bill

Name: Fatima Rilaya

Age: 46 years

Location: Colombo

Education: Grade 4

Occupation: Food business 

Number of Employees:0

I require electricity for my business since I  

run my business from home.

Name: Santosh Kumar

Age: 24 years

Location: Patna

Education: Grade 9

Occupation: Food business

Number of Employees:0

My business is very important for my 

livelihood. But when such disruptions 

happen my business suffers. 

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.



CƻƳƳǳƴƛŎŀǘŜ ǿƛǘƘ ȅƻǳǊ ŎǳǎǘƻƳŜǊΧ

ÅCommunication is two way

ïUtility needs to let customer know about planned 
and unplanned outages

ïCustomer needs to talk to the utility to get 
information or make a complaint

ÅThe need for efficient and professional service

ÅManaging the expectations of your customer
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58%  in LK do not get an advance 
notice about power cuts

Do you get advance notice about power blackouts? - NO (%BOP MEs who use electricity for business)
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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

Solution: Provide Information on Blackouts

SMS

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
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Problem: Called but no responseé

My electricity bill has risen lately. Since 

I am the only earning member of my 

family, things are difficult for me. I 

switch off my refrigerator when I am 

not using it, but I would like to know 

more about how else I can reduce my 

electricity bill

Name: Fatima Rilaya

Age: 46 years

Location: Colombo

Education: Grade 4

Occupation: Food business 

Number of Employees:0

I require electricity for my business since I  

run my business from home.

Name: Santosh Kumar

Age: 24 years

Location: Patna

Education: Grade 9

Occupation: Food business

Number of Employees:0

My business is very important for my 

livelihood. But when such disruptions 

happen my business suffers. 

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.



Current system have trade-offs and 
creates confusion
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Pros Cons

Area
ŜƴƎƛƴŜŜǊΩǎ 
office

ÅCustomers feel as if they 
have spoken to someone 
with authority

ÅLack ofaccountability as 
reference numbers are 
not always given

ÅUnder-trained staff 
ÅUnanswered calls
ÅTakes up valuable time of 

the area engineers

Centralised call 
centre

Å Effective management of 
customers by trained 
staff

ÅMaintenance of historical 
data on customer 
complaints/inquiries

ÅEstablishment IVRs for 
information provision  

ÅLackof a personal touch



Solution : A dedicated call center for receiving 

complaints/inquiries 

Å Maintain dedicated call centers 

Å Remove discretion from the complaints receiving process by accepting all complaints and 

issuing a reference number. 

Å Record calls so that the Supervisors can keep track of interactions. 

Å After the query has been resolved, the consumer can rate the Service Provider via SMS. 

Consumer can rate 

the Service 

Providers response 

to the query via SMS
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Do more with call centerdata

ÅDistribution companies already have 
SAIDI/SAIFI data originating from the system

ÅThe 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 

ÅWalk-in complaints should also be digitised to 
make the analysis more complete
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Problem: insufficient info on effective consumption of 

electricity

My electricity bill has risen lately. Since 

I am the only earning member of my 

family, things are difficult for me. I 

switch off my refrigerator when I am 

not using it, but I would like to know 

more about how else I can reduce my 

electricity bill.

Name: Nazreen

Age: 46 years

Location: Colombo

Education: Grade 4

Occupation: Food business 

Number of Employees:0

I require electricity for my business since I  

run my business from home. Any increase 

in my costs will adversely affect my 

business.



About 80% of consumers have done something 
to reduce their power consumption

Please tell us about your most important step in conserving energy [reducing electricity bill] 
you have been following?(% BOP MEs  who use electricity for business with supply from 

electricity co.)
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Have not done anything Switched to energy efficient light bulbs

Turn off unnecessary appliances/lightsRun appliances at off peak rate hours

Other
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Saving a small percentage of energy can produce large savings in expenditure. 
Source: LIRNEasia research based on PUCSL reports 

Last 5% of supply needed to meet present peak 
demand is as expensive as first 50% of supply
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LƳǇƭŜƳŜƴǘƛƴƎ 5{aΧ

Å5{a ƛǎ ŘŜŦƛƴŜŘ ŀǎ άmodification of consumer 
demand forenergy through various methods 
such as financial incentivesŀƴŘ ŜŘǳŎŀǘƛƻƴέ

ÅMany new learnings emerging from the field 
of behavioraleconomics 
ïBehaviorsof human beings change in response to 

nudges

ïHuman beings not always rational: How 
information and choices are framed matters!!!
ÅSunstein, C. R., & Thaler, R. (2008).Nudge: Improving 

decisions about health, wealth, and happiness. New 
Haven: Yale University Press.
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CǊƻƳ ǘƘŜƻǊȅ ǘƻ ǇǊŀŎǘƛŎŜΧ

ÅRichard Thaler(Prof of Behavioural Science 
& Economics at the University of Chicago; co-
ŀǳǘƘƻǊ ƻŦ άbǳŘƎŜέύ ƴƻǿ ǿƻǊƪǎ ǿƛǘƘ .ǊƛǘƛǎƘ 

Government.
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People tend to change behaviorwhen they 
get timely and specific feedback

ÅKeep telling them how much they are 
spending

ïBest solution: 

ÅInstall smart meters that displays the RUPEE value of 
current consumption (not current kWh consumption)

ïSecond best (without smart meters): 

ÅImplement a system where users are able to find out 
their current amount payable via SMS
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.Ŝǎǘ {ƻƭǳǘƛƻƴΧǎƳŀǊǘ ƳŜǘŜǊǎΗ
ÅSmart meters will enable time of day metering [and cost 

reflective pricing] 
ÅBill shock will lead to lowering of the daily peak demand for 

energy
ÅSome consumers will be able to manage their consumption 

more efficiently
ÅOverall daily demand may stay the same but consumption 

may shift to a different time

Some companies have gone an extra step just to give 
feedback...Just a light that flashes during high use is sufficient
ïtDϧ9Ωǎ 9ƴŜǊƎȅ hǊō ǇǊƻƎǊŀƳ
ïFor business customers
ïDuring peak load times, turns red/flashes
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{ŜŎƻƴŘ ōŜǎǘ ǎƻƭǳǘƛƻƴΧ ŀƳƻǳƴǘ 
payable via SMS

ÅReal-time feedback has an impact

ïMost consumers only find out their consumption 
when they receive the bill

ïOften results in bill shock; too late to make 
changes to consumption

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

ïWhy not let people find out their consumption 
real-time (when they want) through SMS 
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Textnumber of units and number 
of days since thelast billing date to 

designated number
Receive current amount payable
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2 ǇƻǎǎƛōƭŜ ǎȅǎǘŜƳǎΧ

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

Do a one time 
registration with the 
distributioncompany 

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

Text in current meter
reading

<Utility has 
information about 
the last billing date
and the last meter 

reading>

Receive current 
amount payable

A basic solution

An advanced solution



People judge their wellbeing relative reference points, 
and care about what other people think about them

ÅA reference point they have experienced before, or 
what other people are doing (social norms)
Åάтр҈ ƻŦ ǘƘƛǎ ƘƻǘŜƭΩǎ ƎǳŜǎǘǎ ǊŜǳǎŜŘ ǘƘŜƛǊ ǘƻǿŜƭǎέ ƳƻǊŜ 

effective in increasing reuse of towels than saying 
άǇŀǊǘƴŜǊ ǿƛǘƘ ǘƘŜ ƘƻǘŜƭ ǘƻ ǎŀǾŜ ǘƘŜ ŜƴǾƛǊƻƴƳŜƴǘέ ƻǊ 
άǇǊŜǎŜǊǾŜ ƻǳǊ ǊŜǎƻǳǊŎŜǎ ŦƻǊ ǘƘŜ ŦǳǘǳǊŜέ
ÅIf you want consumers to use less electricity
ïCompare their consumption with those (in their 

neighborhood) who consume less than them
ïWhen users DO manage to reduce consumption, recognize 

this (smiling face/message printed in their bill) 

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

1) Cialdini, Robert, Goldseteinand Griskevicius. 2008. A room with a viewpoint: using social norms to motivate 
environmental conservation in Hotels.  Journal of Consumer Research, Vol 35, pp 472 - 482



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

ÅMakes it harder for them to throw out non-
energy efficient items  such as old, energy-
inefficient refrigerators

ÅNeed to frame incentives 

ïExchange programs that say άwŜŎŜƛǾŜ wǎΦ рллл ƛƴ 
ǊŜǘǳǊƴ ŦƻǊ ȅƻǳǊ ƻƭŘ ǊŜŦǊƛƎŜǊŀǘƻǊέ

ï!ǎ ƻǇǇƻǎŜŘ ǘƻ άwŜŎŜƛǾŜ ŀ wǎΦ рллл ŘŜŘǳŎǘƛƻƴ 
ǿƘŜƴ ȅƻǳ ōǳȅ ŀ ƴŜǿ ŜƴŜǊƎȅ ŜŦŦƛŎƛŜƴǘ ǊŜŦǊƛƎŜǊŀǘƻǊέ



People are bad at evaluating a large number of options 
or complex information.  They tend to do nothing

ÅLimit choices

ïE.g. promote 3 types of CFL bulbs, not 8

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

ÅInform people of approximate electricity 
consumption of household appliances

ïEnsure it is framed in a way easily understood by 
the consumer

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



Solution: More information through bills

Bills have approximate number of units consumed  for various 

appliances. 

Eg: 1 fan for 

10 hours = 2

units
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