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FOREWORD

The Electricity Sector in the Country is brought under Regulatory regime in 1998
with the enactment of Electricity Regulatory Commissions Act 1998. Later
Electricity Act, 2003 has brought in radical changes in the Power Sector and a

robust regulation in the sector.

Act, 2003 envisages prompt attention in redressing the grievance of consumer and
suggested formation of consumer grievance redressal mechanism with consumer
grievance redressal forum and Ombudsman to redress the grievance of consumer.
The Assam Electricity Distribution Company has established the consumer
grievance redressal forums in accordance with guide lines issued by the Assam
Electricity Regulatory Commission and the Commission has also appointed an

Ombudsman.

Since the Forum and Ombudsman are functioning since 2010-11 the Commission
has considered it desirable to get an independent evaluation done on the
functioning of the consumer grievance redressal mechanism in Assam. The
Commission has entrusted the Administrative Staff College of India (ASCI),
Hyderabad, to study the Effectiveness of Consumer Grievance Redressal
Mechanism in Assam and also to study the Compliance of Standards of

Performance (SoP) specified by the Commission by APDCL.

The Commission has also got a consumer survey conducted by ASCl to asses
consumer perception, satisfaction level, awareness level etc., the survey covers

individuals and consumer groups.

ASCI has submitted a report on the above, the report has brought out that most of
the consumers are not aware of the functions of existing consumer grievance
redressal mechanism. This requires consumers are to be educated on the
functioning of the Forum and Ombudsman. The survey brought out that most of
the consumers have commented on the frequent power supply failures in the

State.



The ASCI has also made certain suggestions/recommendations to improve the
functioning of consumer grievance redressal mechanism and service to consumers

in the report.

Having read the report | feel the consumers have to be educated on the functioning
of consumer grievance redressal mechanism in position in Assam to obtain speedy

redressal of the grievances.

Chairperson,
Assam Electricity Regulatory Commission
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Executive Summary

Introduction
Provisions in the Electricity Act, 2003

Every Distribution Licensee shall establish a forum for Redressal of Grievances of
the Consumers under Section 42 (5) of the Act in accordance with the guidelines as

may be specified by the State Commission.

The Commission shall appoint or designate an authority to be known as
Ombudsman. Any consumer, who is aggrieved by non redressal of his grievance by
the forum under subsection (5), may make a representation for the redressal of his

grievance to Ombudsman.

Assam Electricity Distribution company (APDCL) has established eight (8) Consumer
Grievance Redressal Forums (one for each zone) to redress the grievances of the
Consumers and the Commission has also appointed an Ombudsman as provided in

the subsection 42 (6) of Act.

The Assam Electricity Regulatory Commission (AERC) has appointed Administrative
Staff College of India (ASCI) to study “ the functioning and effectiveness of the
existing consumer grievance redressal mechanism” and also to study the extent of
compliance of Standards of Performance (SoP) specified by the AERC by

Distribution Licensee.

AERC has also entrusted the ASCI to carry out the consumer survey to understand
the problems faced by the consumers relating to quality of power supply, power
failure, giving new connections, metering, billing related problems etc., and time

taken for redressal.
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Objective of the Study

The objective of the study;

To evaluate “the functioning and effectiveness of the existing consumer
grievance redressal mechanism”.

To study the extent of compliance of the Standards of Performance (SoP)
specified by AERC by Distribution Licensee.

To carry out consumer survey to understand the problems faced by
consumers relating to power supply etc.

Suggest improvements to strengthen the grievance redressal system and

enforcement of performance standards mechanism.

Scope of the Study

The scope of the study includes;

To study the functioning of the existing Consumer Grievances Redressal
Mechanism of the APDCL, including the functioning of Electricity
Ombudsman in redressal of grievances, its evolution over the years and its
effectiveness.

To carryout consumer survey to understand problems in relation to the
quality of power supply, power failure, giving of new connections, payment
mechanism, metering and bill related problems and time taken to resolve
such issues.

To assess consumers perception, satisfaction level, awareness level and the
efforts made by Consumer Grievances Redressal Mechanism in redressal of
grievances of the consumers.

To undertake survey of key Consumer Groups and Associations in selected
Urban and Rural Areas to assess mode of the functioning of the Consumer
Grievance Redressal Mechanism.

Study shall also cover the extent of compliance of the Standards of
Performance (SoP), specified by the AERC (Distribution Licensee’s Standards

of Performance) Regulation, 2005, by Distribution Licensee in both rural and
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urban areas including maintenance of record of complaints received and
the time taken as per the Regulations and reporting of compliance to the

Commission.

Organisation of the Study

ASCI has organised a team with Senior Engineer and Others who have experience in
the Electricity Distribution and Consumer affairs. The team held discussions with
Chairman and Members of the Forum and Ombudsman on the functioning of the
Forums and also held discussion with Distribution Engineers on the implementation

of Standards of Performance (SoP).

ASCI has also organised a team of Surveyors/Investigators who have experience in

Electricity Distribution management to carry out the consumer survey.

ASCI has also developed Questionnaire in four languages (English, Assammee,
Bengali and Bodo) to elicit information from the consumers during the survey on

problems related to power supply etc.
Highlights of Observations (Findings), Conclusions and Suggestions

Functioning of Consumer Grievance Redressal Mechanism

The number of grievances/complaints handled by all the eight consumer grievances
redressal forums in APDCL over period from FY 2010-11 to FY 2015-16 (up to

December, 2015) are only 50, of which 2 Nos. are pending disposal.

It is observed from the complaints filed by the consumers that about (69%) of

complaints relate to Electricity Supply bills.

Similarly Ombudsman has received 12 Nos. grievances, of which 3 Nos. filed during

FY 2015-16 are pending disposal.

This shows lack of awareness on the part of consumers on the functioning of

Consumer Grievances Redressal Forums and Ombudsman and their role.



5.2

Compliance of Standards of Performance by Distribution Engineers

A study of compliance of Standards of Performance is conducted along with study

of functioning of consumer grievance redressal forums in various zones.

It is observed from the study that though the Distribution Engineers are aware of
Standards of Performance to be implemented they have not maintained the
required registers to record the receipt of complaints, status of attending the
complaints etc., to verify whether a complaint is attended at level — | and Level — II

as per time schedule indicated by the Commission in the SoP Regulations.
Consumer Survey

The consumer survey covers 14,977 LT consumers and 702 HT consumers of both
Rural and Urban. Survey has indicated that compliance of Standards of
Performance (SoP) by the Distribution Company in attending to the consumer

complaints is good in respect of attending to Fuse of Calls (Power Supply Failure).

The compliance in other cases could not be verified as relevant registers are not

maintained duly recording time of complaint and status of its redressal.

General Compliants from consumers are on frequent interruption of power supply

and switching off power supply without prior notice.

The Distribution subdivision shall maintain the required registers and monitor the
status of attending the complaints regularly to improve timely Redressal of

Consumer Grievances duly complying the Standards of Performance.

Apart from the survey of LT and HT consumers in general, ASCI team has also
discussed with select group of consumers organisations on the power supply and
compliance of standards of performance. The general complaint of all consumers
(LT & HT) is that there are frequent power supply failures and also switching off
power without advance notice as this is adversely affecting their production and

quality of products.

10
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Recommendations/Suggestions

Having studied the functioning of the existing Consumer Grievance Redressal
Mechanism in APDCL including Ombudsman and enforcement of Performance
standards by distribution licensee, the ASCI makes the following
recommendations/suggestions to improve functioning of CGRFs, and Ombudsman
and implementation of Standards of Performance by the Distribution Licensee to

protect the interest of consumers.

Functioning of Consumer Grievance Redressal Forums

The survey has revealed that generally very few consumers (ranging from 0 to 26%
from circle to circle) are aware of the existence of Consumer Grievance Redressal
Forums and their functions to redress their grievances which are not attend by the
DISCOM to their satisfaction. Similar is the case with Ombudsman who is an
Appellate Authority over CGRF. The consumer Associations/Groups including

industrial consumers have the same opinion.

The consumers are required to be educated by giving wide publicity in the print and
electronic media and through distribution of pamphlets explaining the functions of
these institutions etc., along with the electricity consumption bills every month.
Meetings of consumers may also be got conducted to explain them about the
functioning of CGRF, Ombudsman and SoP, if necessary by engaging an agency for
this purpose. Otherwise the purpose of creating these institutions as envisaged

under the Electricity Act will be defeated.

Implementation of Standards of Performance specified by the Commission
by Distribution Company

Except in the case of power failure complaints (fuse of calls etc.,) proper records
(Registers) are not being maintained to enable review of the complaints received,
time taken to attend the grievances etc. APDCL should conduct training programs
to the Distribution Engineers and Staff in the circles on the functioning of CGRF and
Ombudsman and compliance of SoP by the Distribution Engineers. Each
Distribution sub-division should be instructed to maintain the registers indicating

the time and date of receipt of grievance/complaint, status of implementation,

11
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date and time of implementation and reasons for non-redressal of grievance. These
registers are to be reviewed every day by a designated officer at sub division level

and ensure SoP is implemented.

Consumers are also to be educated on SoP and the compensation to be paid to
them for non-implementation etc., by printing a pamphlet and distributing the

same to consumers along with electricity bills.

The Senior Officers should periodically review the registers on redressal of
grievances/complaints and action to be initiated on defaulting Officers/Staff.

Power Supply Failure

Apart from those who participated in the survey, the Consumer Associations and
select Groups including HT industrial consumers have bitterly complained about
frequent interruptions in power supply for short and long durations and also on
availing load shedding without notice. The Commission/ the Distribution Company
shall conduct periodical meetings with the industrial consumer associations/groups
and other associations to discuss the matters of power failure and other issues
being faced by them and ensure continuous power supply through prompt
attention to all consumers, particularly industrial consumers, in redressing their

grievances.
Stakeholders meeting on the Draft Final Report

The Commission has organised the Stakeholders meeting to elicit the opinion on
the findings of the Study and provide suggestions for improvement of the
Consumer Grievance Redressal Mechanism in the State. The meeting is presided
over by the Chairperson of the Commission and attended by the Members of the
Commission, Addl. Chief Secretary to Government, Power Department, electricity
Ombudsman, Managing Director of APDCL, Chairman of the Power Utilities,
Chairperson of the 8 Consumers Redressal Forums and other officers of APDCL and

representatives of major consumer organisations.

The Stakeholders have stressed on the need for improvement of consumer

awareness on CGRFs and Ombudsman.

12



Introduction

Section 42 (5) of the Electricity Act, 2003 requires that every distribution licensee to
establish a Forum for redressal of grievances of the Consumers in accordance with

the guide lines as may be specified by the State Electricity Regulatory Commission.

Section 42(6) of the Act Provides for appointment or designation of an authority to
be known as Ombudsman by the State Commission for redressal of the grievances.
Any consumer whose grievance is non-redressed by the Forum established under

Section 42 (5) of the Electricity Act, may make representation to the Ombudsman.

The Assam Electricity Regulatory Commission has entrusted the study of
effectiveness of Consumer Grievances Redressal Mechanism and Compliance of
Standards of Performance by the Assam Power Distribution Company Ltd to the

Administrative Staff College of India (ASCI).

Objective of the Study

The objective of the study isto :

Study functioning and effectiveness of existing consumer grievance
redressal mechanism;

Carry out consumer survey to understand the problems faced by the
consumers relating to quality of power supply, power failure, giving new
connections, metering and billing related problems etc., and time taken for
redressal.

Study the extent of compliance of the Standards of Performance (SoP)
specified by the AERC by Distribution Licensee.

Suggest improvements to strengthen the grievances redressal system and

performance standards enforcement mechanism.

13



3.

Scope of the Study

The scope of the study includes;

Study of the functioning of the existing Consumer Grievances Redressal
Mechanism of the DISCOM including the functioning of Electricity
Ombudsman in redressal of grievances, its evolution over the years and its
effectiveness.

Carryout consumer survey to understand problems in relation to the quality
of power supply, power failure, giving of new connections, payment
mechanism, metering and bill related problem and time taken to solve such
issues.

To assess consumers perception, satisfaction level, awareness level and the
efforts made by Consumer Grievances Redressal Forum in redressal of
grievance of the consumers.

To undertake survey of key Consumer Groups and Associations in selected
Urban and Rural Areas to assess mode of the functioning of the Consumer
Grievance Redressal Mechanism.

Study shall also cover the extent of compliance of the Standards of
Performance (SoP) specified by the AERC (Distribution Licensee’s Standards
of Performance) Regulation, 2005, in both rural and urban areas including
maintenance of record of complaints received and the time taken as per

the Regulation and reporting compliance to the Commission.

Extent of the Consumer Survey

As per the terms of reference the survey shall cover about 15,000 consumer of
which at least 14,000 consumer should be selected from LT categories out of total
27.58 Lakh LT consumers, and 700 consumers from HT categories of the

Distribution Company.

The domestic consumers are to be grouped in three categories in terms of their

sanctioned load viz., (0.5 KW) (Jeevan Dhara), above 0.5 KW and upto 5.0 KW

14



(Domestic- A) and above 5.0 KW (Domestic —B). Random sample shall be taken on

pro-rata basis with reference to number of consumers of each category.

Organisation of the study

ASCI has organised a team with Senior Engineers and others who have experience
in the electricity distribution and consumer affairs to visit Forums and distribution
circles/divisions, to discuss the functioning of the forum with Chairperson and
Members of the Forum and to collect the data/information as required and also to
meet the Ombudsman to discuss the mode of the functioning of Ombudsman and
the Forums and also to have interaction with Distribution Engineers on
implementation of SoP and also to meet the Members and Secretary of the

Commission whenever necessary to appraise on the status of study etc.

The ASCI has also organised a team of surveyors / investigators who have

experience in Electricity Distribution to carry out the consumer survey.

ASCI has developed a number of formats to obtain the detailed information from
the Forums and Ombudsman on the number of grievances/ complaints filed and

status of disposal of the grievances.

ASCI had also developed Questionnaire in four languages (English, Assammee,
Bengali, Bodo) and got it approved by the Commission to elicit information from
the consumers on the functioning of the Forums and the Ombudsman and for
conducting survey and obtain feedback/response on problems related to power

supply and other related issues from each consumer surveyed.

Structure of Electricity Distribution Organisation in Assam

APDCL manages the distribution and supply of electricity in the entire state of
Assam, covering an area of 78, 438 sgkm with 23 districts and serving about 33.93

Lakh consumers.

The organisation structure of the Distribution Company is as shown below:

15



Table: APDCL Organisation Structure

Sl. Region Zone Circles Districts Covered
No
. 1. GEC-1 Kamrup (Metro)
1. Guwahati 2.GEC-1I Kamrup (Rural)
2. Rangia 1. Rangia ; :;i:ri
w.e.f 03.04.2014 2. Mangaldoi Darrang
1 | Lower Assam 1. Bongangaon 1. Bongangaon
2. Golpara
3. Bongaigaon 2. Barpeta 1. Barpeta
w.e.f 24.08.2013 2. Chirang
3. Kakrajhar 1. Kakrajhar
2. Dhubri
1. Cachar 1. Cachar
2. North Cachar
4. Silchar (Bima Hasao)
5 Central 2. Badarpur 1. Karimganj
Assam 2. Harilakandi
1. Nagaon Nagaon
5. Nagaon 2. Kanch Karbi Anglong
w.e.f. 29.05.2014 3. Morigaon Morigaon
1. Tejpur Sonitpur
6. Z\_lr(;;g:”A)ssam 2. North Lakhimpur | 1. North Lakhimpur
2. Dhrmagi
1. Jorhat Jorhat
3 | Uppar Assam 7. Jorhat 2. Golaghat Golaghat
3. Sivsagar Sivsagar
8. Dibrugarh 1. Dibrugarh Dibrugarh
w.e.f 03.06.2014 2. Tinsukia Tinsukia

The number of consumers (circle-wise) served are as detailed below:

Table: Number of consumers Circles-wise

Sl. Region Zone Circle No. of

No Consumers
. 1. GECI 208538
1. Guwahati 2. GECII 193369
2. Rangia 1. Rangia 222406
1 Lower Assam 2. Mangaldei 193172
1. Bongaigaon 223836
3. Bongarigaon 2. Barapeta 203754
3. Kakrajhar 190615
2 4. Silchar 1. Cachar 159547
Central Assam 2. Badarpur 141012
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Sl. Region Zone Circle No. of
No Consumers
1. Nagaon 281531
5. Nagaon 2. Kanch 110459
3. Morigaon 118569
6. North Assam 1. Tejpur 211484
2. North Lakhimpur 189756
1. Jorhat 184852
7. Jorhat 2. Golaghat 128359
3 Upper Assam 3. Sivsagar 142861
. 1. Dibrugarh 121126
8. Dibrugarh 2. Tinsukia 140488
Total 3392734

Establishment of Consumers Grievances Forums and Ombudsman

In accordance with guidelines issued by Assam Electricity Regulatory Commission
(AERC), the distribution licensee has established the Consumer Grievance Redressal

Forums in each of the Eight Distribution Zones as below:

1 Chairman . Zonal Manager
2 Member :  Assistant General Manager (F&A) (Member Convener)
3  Member :  Representative of consumers

The Commission has appointed the Ombudsman with Headquarter at Guwahati

under Section 42 (6) of the Act.

As such eight (8) Consumers Grievance Redressal Forums (one for each zone) and
one Ombudsman are established to look after the redressal of grievances of

consumers.

It is observed that Chairman and one Member of the Forum are APDCL executives

in the zone and one Member represents the consumers.

Based on the study of functioning of Consumer Grievance Redressal Forums in
number of States, the Consultant considers that it is appropriate that an outsider
(not executive of the utility) who has knowledge of power sector or a Zonal
Manager of the utility who retired about 3 to 5 years back to be appointed as

Chairperson of Forum, either serving engineer or Finance Executive of the utility

17




to be appointed as one Member and another Member as a representative of

consumer.

It is observed that serving executives are hesitant to take decisions in favour of
consumers, particularly where refund of money collected from consumer would
be involved. The consumers also desire that independent person as Chairman and

Members of the Forum.

Procedure to Handle the Grievances/Complaints

The Commission has laid down the procedure (guide lines) to be followed by the
Distribution Licensee and the Forums in handling the Consumer
Grievances/Complaints. It is generally specified that a consumer who has a
grievance shall first approach the concerned officer of the licensee in the

distribution for redressal of his/her grievance.

Each Sub Divisional Engineer of the Distribution Licensee shall maintain a
register showing the complaints received and disposed off. The concerned
officer of the Distribution Licensee shall deal with the complaint in the
manner set out in Schedule — | of the guidelines. The Distribution licensee
shall follow the implementation of the steps specified in the Schedule.

In the case of APDCL the consumer has to lodge a complaint at Level — |
i.e., Fuse off Call Centre/ Fault Call Centre/ Complaint Booth/Central

Compliant Centre/ Junior Manager.

In case of non-resolution or unsatisfactory resolution of the complaint at
Level — |, the consumer may take his/her compliant to the office at Level- Il
ie., Assistant Manager/Deputy Manager/Manager/Assistant General

Manager.

The Officer at Level — Il shall not only take action to ensure resolution of
complaint on the same day and also to investigate the reasons for delay in

providing service at Level —I.

18



In the event, the grievance of the consumer is not redressed to the
satisfaction of the consumer within the time specified in Schedule — | of
the guidelines and the consumer is not satisfied with the response of the
licensee or there is no response from the licensee, the complainant may at
any time after the expiry of the period specified in Schedule —I of the

guide- lines approach the Forum for the redressal of his/her grievance.

It is observed that most of the Grievances /Complaints on Electricity bills
related, if the Level | & Il Offices redress the grievance in the time limit set
in the Regulations, there is little scope for the consumer to approach the

Forum.

Study of the functioning of Consumer Grievances Redressal
Mechanism and compliance of Standards of Performance

ASCI has deputed the following Consultants to study the functioning of various
Consumer Grievances Redressal Forums and Ombudsman and Implementation of

Standards of Performance (SoP) by Distribution Engineers.

1. Mr. Y. Satyanarayana, Consultant, ASCI (Former Financial Advisor, APSEB and
Member of Consumer Forum in Andhra Pradesh).
2. Mr. Souvik Das, Research Associate, ASCI — Who is working on various

consultancy assignments of ASCI with SERCs.

ASCI team has visited the Consumer Grievances Redressal Forums from 4"
December, 2015 to 14 December, 2015. Shri. Utpal Kumar Sharma, Former
Director, APDCL who is also assisting ASCI in the assignment as consultant has
accompanied the ASCI team in the study of the various Consumer Grievances

Redressal Forums and Compliance of Standards of Performance.

Mr. Y. Satyanarayana, Consultant, ASCI has again visited Assam Power Distribution
Company Ltd (APDCL) from 19" to 26™ April, 2016 to obtain feedback from various

consumer organisations/groups/associations, selected Stakeholders, consumer
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forums and Distribution units on the functioning of the forums and implementation

of SoP in APDCL.

9. Functioning of Consumer Grievances Redressal Forums (CGRF)
Based on the findings the functioning of various CGRFs in APDCL are discussed
below:
9.1 CGRF, Guwahati
CGRF, Guwahati with head quarter at Guwahati was formed in FY 2010 with the
following Members. It covers Kamrup (Metro) GEC - | and Kamrup (Rural) (GEC - 1I)
Districts.
The Members of Forum:
1 Chairman Sri K. Talukdar, General Manager
2 Member (Convener) Sri Nalin Bora
3 Member (Public) Sri Probhat Borkotoky
The Year-wise no. of Grievances received and disposed by this Forum over the last
6 years — FY 2010-11 to FY 2015-16 is furnished below:
Nature of Grievance
Interruptions Billing
Giving New Category (su Ip Disc./ related Defective
8 . change and .ppy ’ (billing meters, Others*
connections R failures, low Recon
title transfer errors, back replacements
Year voltages etc.) -
billing)
2 2 2 L 2 2 2 2 o
So T gl8g 28|88l Sty 85E8
Cgm>~cgm>~ cg m>~cgm>~cgm>~cg m>~cgm>~
SS9 25|12 26| 2¢ |5 2¢| 25| S0 |5 29| 5|29 FT
Z9/T2|2Q TE2|2Q|TE QLT 2L|TYYL|TE|S2TE
G} S o |O Sao| O S a|l0o S ol O S o O S o |0O )
[ [ [ [ [ [ (a9
FY 2010-11 0 0 0 0 0 0 0 0 0 0 0 0 0 0
FY 2011-12 0 0 0 0 0 0 0 0 0 0 0 0 0 0
FY 2012-13 0 0 0 0 0 0 0 0 0 0 0 0 0 0
FY 2013-14 0 0 0 0 0 0 0 0 2 1 0 0 0 0
FY 2014-15 0 0 0 0 0 0 0 0 3 0 1 0 4 1
FY 2015-16 0 0 0 0 0 0 0 0 5 0 0 0 5 0
Total Upto
December 0 0 0 0 0 0 0 0 10 1 1 0 9 1
2015

* Others include interest of deposits
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Summing up
It could be seen that only 20 complaints are received since 2010-11 of which two

(2) are pending disposal.

9.2 CGRF, Rangia

CGRF, Rangia with HeadQuarter at Guwahati has been constituted vide CGM
(Com)/CGRF/Order No. 2010/43 dated 03.04.2014 with the following.

1 Chairman : Sri K. Talukdar, General Manager
2  Member (Convener) : Sri Biren Rajbonshi
3 Member (Public) : Sri Naren Sarma

The jurisdiction of the CGRF is Rangia Electrical Circle covering Nalbari and Baksa

Districts and also Mangaldoi Electrical Circle, Darrang District;

The General Manager, Guwahati Zone is also Incharge of the Rangia Zone at present.

Both the Forums are functioning with headquarters at Guwahati.

Year-wise number of cases received and disposed off since the formation of the

Forum are as below:

Nature of Grievance
. Billin
Category Interruptions 8 .
.. . . related Defective
Giving New change (supply failures, | Disc./ .
. > (billing meters, Others
connections and title low voltages Recon
errors, back replacements
Year transfer etc.) -
billing)
2 £ £ 2 2 2 2
(%] = (%] = (%] = (%] = (%) = (%] = (%] =
83033 83| 2|83 5233|5383 (8
c S T > |c S T > c S @ > c S c > c T > c S T > | c S © >
2o 5|29 P55 23| 5 |23 5| 2w |5 23| 5|27 PT
[} — v 9O.= [} —_ [} — [} — o 9 — v 9Ol.=
':8 'c'gcg'c'g ':8 'U_g ':8 'D_g ':8 'D_gce 'c'g:g'c'g
G} S 0O S ol O g o |0 g o | O g ol O g o |0 S o
a. o o a. a. a. a.
FY 2014-15 0 0 0 0 0 0 0 0 0 0 0 0 0 0
FY 2015-16 0 0 0 0 0 0 0 0 0 0 0 0 0 0
Total Upto
December 0 0 0 0 0 0 0 0 0 0 0 0 0 0
2015

It could be seen that no complaints have been received by the Forum since its
formation in FY 2014-15. This indicates that the consumers in this zone do not have

any grievances at all or not aware of the existence of the Forum.
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9.3 CGRF, Bongaigaon
CGRF, Bongaigaon with headquarter at Bongaigaon has been constituted with
effect from 24" August, 2013 to redress the grievances of consumers of Barapet
circle covering Barapet and Chirong Districts. Bongaigaon Circle covering
Bongaigaon and Golpara Districts and Kokrajar Circle covering Kokrajar and Dubri
Districts. CGRF, Bongaigaon thus covers six Districts.
The CGRF, Bongaigaon is in position with;
1 Chairman Sri N. Barua, General Manager
2 Member (Convenor) Sri Subhash Devnath
3 Member, representation of consumers Sri Bhupen Choudhary
The year-wise complaints received and disposed by this Forum from the inception
are furnished below:
Nature of Grievance
Categor Interruptions Billing
Giving New ch:-mgey (su Ipfailures related Defective
& R g PPl " | Disc./ Recon (billing meters, Others
connections and title low voltages
transfer etc.) errors, back replacements
Year : billing)
g1 | Elg | B O|E TR E R R
(] [J] [J] [J] [J] (] [J]
S | £5| 2 |E€5] 8 |£5| 8 | £5| 8 |[£5 8 |£5| & |£5
g | 8L g |® Y g & < g & < e |8 Y 3 2| g |8 %
Eles| E|ps| £ | Es| £ | 25| E |ps| B |p5| E|Es
3 | ¢ 3 |2 3 2 3 2 3 |2 % 2 3 |2
= (] = (] = (] = (] = [0] = [0] = (]
[G] o o | & [G) o [G) o [G) o [G] o o |
FY2013-14 | 0O 0 0 0 0 0 0 0 0 0 0 0 0 0
FY 2014-15 0 0 0 0 0 0 0 0 0 0 0 0 0 0
FY2015-16 | 0 0 0 0 0 0 0 0 0 0 0 0 1 0
Total Upto
December 0 0 0 0 0 0 0 0 0 0 0 0 1 0
2015

It is observed from the above that from 2013-14 the Forum has received only 1 No.

complaint under “others” category during FY 2015-16 which was disposed off. This

indicates that either the consumers in Bongaigon do not have any grievance or they

are not aware of CGRF and its functions.
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9.4 CGRF, Nagaon
CGRF, Nagaon with headquarters at Nagaon is constituted w.e.f., 29" May, 2014. It
serves Kancch and Morigaon circles which cover Nagaon, Karbi Anglong and
Marigaon Districts respectively.
The CGRF, Nagaon consists of;
1 Chairman : Sri T.N Dev Sarma, General Manager
2  Member (Convener) . Sri Bhadra Kanta Das
3 Member (Representative of consumers) : Sri Rebati Bothakur
The complaints received year-wise and disposed off from the year of formation are
furnished below:
Nature of Grievance
. Billing
.. Category Interruptions . related Defective
Giving New change (supply Disc./ .
. N . (billing meters, Others
connections and title failures, low Recon
errors, back | replacements
Year transfer voltages etc.) -
billing)
2 2 2 2 2 2 2
1 s o |9 + | 9 | D o | D o 9 s o |9 = ©
SB| % L(28 R YYST| L2 | L  228|8YC|RL|2E R
So| 5|29 PG 20| 5 |20 25| 20 |2T 20| 5 |2 |PT
G S&|l0 5680 $a |0 $&| O $ o O S%|6°|S6
o a. a. a. a. a. a.
FY 2014-15 0 0 0 0 0 0 0 0 0 0 0 0 0 0
FY 2015-16 0 0 0 0 0 0 0 0 1 0 0 0 1 0
Total Upto
December 0 0 0 0 0 0 0 0 1 0 0 0 1 0
2015
It is observed that only 2 No. complaints are received, 1 No. on billing and the other
is on “others” and these 2 complaints were disposed off.
9.5 CGRF, Tejpur

CGRF, Tejpur, North Assam (Tejpur Zone) with headquarters at Tejpur covers Tejpur
Circle comprises of Sontipur District and North Lakhimpur Circle comprises of North

Lakhimpur and Dhamaji Districts.

23



CGRF (Tejpur) consists of the following as Members.

1 Chairman
2  Member (Convener)
3 Member (Representative of consumers)

Sri. K.K.Dev Goswami

Sri. Biraj Kr.

Das, AGM

Sri. Paresh Goswami

The complaints received and disposed off from the year of formation of CGRF,

Tejpur are as given below:

Nature of Grievance

Categor Interruptions Billing
Giving New changey (su Ip related Defective
8 R g _ppy Disc./ Recon (billing meters, Others
connections and title failures, low
errors, back replacements
Year transfer voltages etc.) -
billing)
2 2 2 2 2 2 2
[%] b [7,) b [} b [} — 7, — 7)) — 17, [
ol 8|8g28 85|28 85|28 85t és|28/83lts
2| we |52 mwe| 6§62 | we| 52| we | §2 |wel 82| we | & 2w
58 £05|39£0° 8|25 38| £5| 9 |€05 8|25 |z8|L5
-gg 'c'g-gg'c'g-gg T 2 -gg T 2 -gg 'c'g-gg 'c'g-gg'c'g
G} S oo S ao| O So| 0O Sao| O S o O Sao|0O S o
[ o [ [ (a9 (a9 [
FY 2010-11 0 0 0 0 0 0 0 0 0 0 0 0 0 0
FY 2011-12 0 0 0 0 0 0 0 0 0 0 0 0 0 0
FY 2012-13 0 0 0 0 0 0 0 0 0 0 0 0 1 0
FY 2013-14 0 0 0 0 0 0 0 0 0 0 0 0 0 0
FY 2014-15 0 0 0 0 0 0 0 0 0 0 0 0 0 0
FY 2015-16 0 0 0 0 0 0 0 0 0 0 0 0 1 0
Total Upto
December 0 0 0 0 0 0 0 0 0 0 0 0 2 0
2015
The Forum has received only two complaints during last six years. which are
disposed off.
9.6 CGRF, Jorhat

CGRF, Jorhat with headquarters at Jorhat, covers Jorhat, Sibsagar and Golaghat

districts/circle.

The CGRF, Jorhat Zone is in position with the following Members.

1 Chairman
2 Member (Convener)
3 Member (Representative of consumers)

Sri. Pranab Bora, General Manager
Sri Prabis Datta

Sri Kamala Gogai
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The complaints received year-wise since the formation of the Forum are given

below:
Nature of Grievance
Category Interruptions - .
Giving New change (supply failures, | Disc./ B|I_Iu.1g related | Defective
R > (billing errors, | meters, Others
connections and title low voltages Recon S
back billing) replacements
Year transfer etc.)
2 2 2 2 2 2 2
So g8 g S5 |88t ds|28l gt 85E8
S22 oo lS2mal $2 lools2ocl $52 0l 52 ocls 2lea
58 £9|3828 23 20|29 2B 23|25 28| 5|2/ E0
9 T2 9T 8 £ Q9 | TZ|cPYTE @ |TE|CcQ|TE|CQTE
G} S o |O g ol O S oo S ol O Sao|lO S o |0 )
a a a a a a a
FY 2010-11 0 0 0 0 0 0 0 0 0 0 0 0 0 0
FY 2011-12 0 0 0 0 0 0 0 0 5 0 0 0 0 0
FY 2012-13 0 0 0 0 0 0 0 0 8 0 0 0 0 |0
FY 2013-14 0 0 0 0 0 0 0 0 3 0 0 0 0 0
FY 2014-15 0 0 0 0 0 0 0 0 1 0 0 0 0 0
FY 2015-16 0 0 0 0 0 0 0 0 1 0 0 0 0 0
Total Upto
December 0 0 0 0 0 0 0 0 18 0 0 0 0 0
2015
It is observed that CGRF has received 18 No. complaints and all are disposed.
9.7 CGRF, Dibrugarh

CGRF Dibrugarh with headquarters at Dibrugarh is constituted on 30" June, 2014

with the following Members. The Forum serves Dibrugar, Tinsukia Circles/Districts.

1 Chairman
2 Member (Convener)

3 Member (Representative of consumers)

Dr Pradip K Gogoi

Sri Mukut Chandra Gogoi
Sri. Gunabhi Ram Baruah
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The complaints received year-wise since the formation of the Forum are as below:

Nature of Grievance
. Billin )
Category Interruptions rela teg d Defective
Giving New change (supply Disc./ (billin meters, Others
connections and title failures, low Recon errorsg back replacemen
Year transfer voltages etc.) e ts
billing
2 2 2 2 2 2 2

(%) — (%] — (%) = (%) — (%) = (%] = (%] =

ol 28|87/ 8 82| 233|833 8|88 |=28 8| =38

c ¢ ®m>|c ¢ = > ¢ ¢ @ >|c ¢ m>c Y m>c ¢ o> c¢ © >

So| 25|80 P5| S0 | 25|20 25| 30|P5|%0| P3| S0 x5

(8) Q (8) (8) Q Q Q

q_) 7] -6 © 9 Q -a © q_) 7] -6 © q_) 7] -6 © q_) Q -a Ee] 9 Q -a ie] 9 Q -6 el

—_ c < —_ c < —_ c < —_ c < —_ c C — c C — c C

(U] o o |O o 0| O o v (U] o 0|0 o 0|09 o @ () o 9

a. o a. a. o o a.

FY 2014-15 0 0 0 0 0 0 0 0 2 0 0 0 0 0
FY 2015-16 0 0 0 0 0 0 0 0 1 0 0 0 0 0
Total Upto
December 0 0 0 0 0 0 0 0 3 0 0 0
2015

9.8

A total of 3 No. complaints are received, all are under “billing” and all are disposed

off.

CGREF, Silchar

CGRF, Silchar is functioning with headquarters at Silchar. The forum has the
following Members in position as on December, 2015 and it serves Cachar and

Badarpur Circles covering Cachar, North Cachar, Karimgani and Harilkandi Districts.

1 Chairman
2 Member (Convener)

Sri. Sanjib Kumar Baishaya(GM)
Sibayan Choudhary

3 Member (representative of consumers) Sri.M.S. Gupta

The Forum has dealt with the following Grievances/Complaints since its formation

in 2011-12.
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Nature of Grievance

Interruption

Category - .
Giving New change s (.supply Disc./ B|I.I|r1g related | Defective
. > failures, low (billing errors, | meters, Others
connections and title Recon e
voltages back billing) replacements
Year transfer
etc.)
© el © © © © ©
b5 o b5 b5 b5 b5 o
] @ |3 @ | 3 @ |3 @ |3 @ | g @ |3 v
e S5 |28 S5 28 55 28|55 28 S5 28 S5 |28 E g
23 we |28 we| 23 | we| 23| wael|d 8| we |38 we |38 wae
= 2 c O | 9| c O] £ @ c O| ¢ @ c O| ¢ Q c O = 2 c O |'CT 9| c ©
(U] 5 (O] S (U] 5 (U] 5 (U] 5 (U] 5 (U] S
c c c c c c c
[J] (0] [J] (O] [J] [J] (0]
a a o a a a a
FY 2010-11 1 0 0 0 0 0 0 0 0 0 0 0 0 0
FY 2011-12 0 0 0 0 0 0 0 0 0 0 0 0 0 0
FY 2012-13 0 0 0 0 0 0 0 0 2 0 0 0 1 0
FY 2013-14 0 0 0 0 0 0 0 0 0 0 0 0 0 0
FY 2014-15 0 0 0 0 0 0 0 0 0 0 0 0 0 0
FY 2015-16 0 0 0 0 0 0 0 0 0 0 0 0 0 0
Total Upto
December 1 0 0 0 0 0 0 0 2 0 0 0 1 0
2015
The Forum has dealt with 4 No. grievances since its inception, 3 are “billing” related
and 1 No. on “others”.
9.9 Summing up
The total grievances/complaints handled by the eight Forums in APDCL since their
formation are given in the Table below:
Grievances/Complaints handled by the Forums in APDCL.
CGRF 2010-11 2011-12 2012-13 2013-14 2014-15 2015-16 Total
R P R P R P R P R P R P R P
Guwahati 0 0 0 0 0 0 2 1 8 1 10 0 20 | 2
Rangia - - - - - - - - 0 0 0 0 0 0
Bongaigaon | - - - - - - 0 0 0 0 1 0 1 0
Nagaon - - - - - - - - 0 0 2 0 2 0
North
Assam ol o|lo| o | 1] O o/ o oo | 1|0 ] 2]0
(Tejpur)
Jorhat 0 0 5 0 8 0 3 0 1 0 1 0 18 | 0
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CGRF 2010-11 2011-12 2012-13 2013-14 2014-15 2015-16 Total

R P R R P R |P R P R P R P
Dibrugarh - - - - - - - 2 0 1 0 3 0
Silchar 1 0 0 3 0 - - - - 0 4 0
Total 1 0 5 12 |0 5 |1 11 |1 16 |0 50 |2

* R - Grievances Received

P - Grievance Pending Disposal

It could be seen from the summary of the Table, 50 Nos. grievances/complaints

have come to the Forums for redressal and 2 Nos. are pending for disposal. It is to

understand whether the concerned Distribution Engineers are attending to the

grievances/complaints of the consumers within Standards of Performance and

thereby causing no need for the consumers to approach the forums or the

consumers are not aware of the constitution of the Forum to approach for

redressal of the grievance. This will be discussed later under the consumer survey

undertaken to elicit the feedback from the consumers on the functioning of

DISCOMs/CGREFs.

9.10 Nature of complaints filed and manner of disposal
The nature of complaints filed by the consumers and manner of disposal of the
complaints by the eight forums is briefly given below:
Complaints disposed off
Sl. Name of Bills Securlt'y New . Tota!
No. CGRF Related Deposit Connecti Others | recei In favour of | In favour Total Remarks
Related on ved | onsumers | of utility
One case pending
1 Guwahati 11 9 20 10 8 18 One case
compromised
2 Rangia 0
3 Bongaigao 1 1 1 1
n
. -
4 Nagaon 1 1 2 * * 2 Break oP figures
not received
. * Break up figures
* *
> Tejpur 2 2 2 not received
. -
6 | Jorhat 18 18 * * 18 Break up figures
not received
7 Dibrugarh 1 1 1 3 2 2 One case Pending
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Complaints disposed off
Sl. Name of Bills Securlt'y New . h Tota! K
No. CGRE Related Deposit Connecti Others | recei Infavour of | In favour Total Remarks
Related on ved | consumers | of utility
8 Silchar 2 1 1 4 4 - 4
One case pending
9 Total 33 1 14 50 17 8 47 One case
compromised
10. Functioning of Ombudsman

As required under Section 42 (6) of the Electricity Act, the Commission appointed

an Ombudsman for redressal of the Grievances of the consumers which are not

redressed by Consumer Grievance Redressal Forum (CGRF).

Smt. Neelima Dewri Dutta functioned as Ombudsman from 7 May, 2007 to 20"

November, 2013 and Shri. Rajib Lochan Duarah is functioning as Ombudsman from

28" February, 2014.

The year-wise complaints received and disposed by the Ombudsman since its

constitution is given below:

Table: Grievances filed before the Ombudsman and Disposed

Nature of Grievance

.. Category Interruptions . Billing related | Defective
Giving New | change (supply Disc./ .
. > . (billing errors, | meters, Others
connections | and title failures, low Recon "~
back billing) replacements
Year transfer voltages etc.)
el el © el © el el
SIS |28 2|8 |25 | 2|5 | &|% |&E
g o 3 v 3 [ o] () g ) g ) 9 o
g s & g |55 ¢ s 5 g E= 1S s 5 g s 5 g S 5
g | 8Ll g |8Y g & L g | % 2 g & 2 i =Ll g &%
S 2s| £ 25| £ | F5 | £ |F5| £ 25| £ |25 |E|E%
2 | e 3 |2 3 2 3 | ¢ ] 2 ® 2 3| o
= 9] = 9] ‘= 9] = 9] ‘= 9] = 9] = 9]
G] o o |& (G] o G] o (G] o G] o G] o
FY 2010-11 0 0 0 0 0 0 0 0 2 0 0 0 1 0
FY 2011-12 0 0 0 0 0 0 0 0 1 0 0 0 0 0
FY 2012-13 0 0 0 0 1 0 0 0 0 0 0 0 0 0
FY 2013-14 0 0 0 0 0 0 0 0 2 0 0 0 0 0
FY 2014-15 0 0 0 0 0 0 0 0 1 0 0 0 0 0
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FY 2015-16 0 0 0 0 0 0 0 0 1 0 1 1 2

Total Upto
December 0 0 0 0 1 0 0 0 7 0 1 1 3
2015

It could be seen that 12 Nos. grievances have been received by the Ombudsman
since 2010-11 and upto December, 2015, of which 3 No. grievances filed 2015-16

are pending before the Ombudsman.

10.1 Summing up

The findings in the study on the functioning of the Consumer Grievance Redressal
Forums and Ombudsman in APDCL are summarized below:

The eight Forums in APDCL have received about 50 complaints only over the last 6
years but 2 Nos. complaints are yet to be disposed off. The number of grievances
received and their functioning shows the lack of awareness on the part of
consumers on the existence of Consumer Grievance Redressal Forums and their
role in Redressing Grievances of Consumers in the distribution. Hence wide
publicity has to be given on the formation CGRF in each zone and its functions so
that the consumers are well aware and approach the CGRF for redressal of their

grievances, if any.

Similarly Ombudsman has received only 12 Nos. grievances from FY 2010-11 to
December, 2015 and 3 Nos. grievances are yet to be disposed off. This also shows
lack of awareness of existing of Ombudsman to redress the grievances by going
on appeal over the decisions of CGRF. Consumers are also to be educated on the

existence of Ombudsman.
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10.2

10.3

10.4

10.5

CGRF

Owing to lack of awareness about the standards of performance and the
Consumer Grievance Mechanism notified by the Commission among some of the
officers of APDCL and consumers at large, the complaints received by CGRF are a
few in number. There is need for APDCL to appraise the officers, staff and educate
the consumers at large that there is a Consumer Grievance Redressal Forum
established under the Electricity Act, 2003 by the licensee/DISCOM and the
consumers could approach the Forum in writing duly indicating their grievances if
any, not redressed by the Distribution Engineers . Hence, there is need to issue
specific instructions to the officers and staff in this regard with emphasis to give
priority to attend to the grievances of the consumers. The consumers are also to
be notified for better awareness by giving wide publicity to approach the
concerned CGRF and file a complaint with CGRF and get their grievances

redressed.

Structure of CGRF in other States

The structure of CGRF in the States of Andhra Pradesh, Telangana, Gujarat, Tamil

Nadu, Bihar, Madhya Pradesh and Assam is furnished in Annexure — VI.

The number of Grievances/Complaints dealt by the Forums in other States —

Andhra Pradesh and Telangana are given in Annexure —VII.

ASCI conducted a study for Ministry of Power, Government of India to “Assess the
Functioning of Consumer Grievances Redressal Mechanism under Electricity Act,

2003” in the country in the year 2008.
The study is conducted in 15 States including Assam for the period 2004 to 2008.

The details of Grievances filed in each State are given in Annexure — VIII.
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11.

11.1

Compliance of Standards of Performance

Compliance of Standards of Performance Standards by the
Distribution Licensee

The ASCI team which studied the functioning of Consumer Grievance Redressal
Forums (CGRFs) has also simultaneously studied the implementation of Standards
of Performance (SoP) by the distribution sub divisions in the concerned zone as

detailed below.

Guwahati Zone
Basista and Ulubari Sub Divisions

Power Supply Failure

The power supply failure complaints in the above two subdivisions are being
registered in centralized call centre having eight counters but only six counters are
functioning round the clock. Four groups with 6 No. staff per shift are attending.
The complaints relating to the subdivisions are being sent to respective sub-
divisions for redressal. Date and time of the complaint and dates for redressal are
being recorded and the time of redressal is found to be within the timeframe fixed

in SoP.

Replacement of Defective Meters

The register does not contain information relating to replacement of defective
meters. The licensee should be directed to ensure maintenance of registers in
regard to replacement of defective maters as specified in SoP Regulations and
submit quarterly reports to the AERC for review.

Replacement of failed distribution transformers

Register is not being maintained for replacement of failed distribution
transformers. The licensee should be directed to ensure maintenance of register
in regard to maintenance of failed distribution transformers and submit quarterly

reports to AERC for review.
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Current consumption Bills

Registers for complaints relating to CC bills are being maintained by SMR. But the
dates of rectification of the bills is not recorded. The licensee shall be directed to
arrange for periodical checking of these registers to ensure that prompt issuance of

bills and their collection on time.

Release of New Service Connections

The registration for new service connections is being done at separate call centre in
the subdivision. Data relating to date of registration, obtaining of feasibility
reports, dates of payment of charges by the prospective consumers and dates of
release of supply are being maintained in the subdivisions. Connections are being

released within the stipulated dates.

Azara Sub Division GEC-II
This sub division handles 14000 consumers. The monthly demand is about Rs. 86

Lakhs with collection of the same range. The outstanding dues are about Rs. 100

Lakhs.

Power Supply failure
One call centre is located in sub division office to register no power supply
complains. Time of registration and rectification are being recorded and they are

attended well within the norms as per SoP.

Replacement of Defective Meters
About 2000 defective meters are existing in the sub division and every month 20 to
30 defective meters are being added and about 50 meters are being replaced.

There is need to allot more meters to clear the backlog.

Replacement of Failed Distribution Transformer

Register is not being maintained.

Current consumption bills
Complaints relating to electricity bills are being maintained by SMR. Information

relating to date of receipt is not being recorded. The dates when the bills are
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11.2

attended is noted. Hence whether the bills are rectified within the time as per SoP

could not be verified.

Release of New connections

The registration for new service connections in subdivisions is being done at a
separate call centre. Data relating to date of registration, date when feasibility
report was submitted by concerned, date of payment of charges by the prospective
consumer and date of release of supply are being maintained by the subdivision.

Normally supply is being released as per norm.

Rangia Zone

Baihata Sub Division
This subdivision is handling about 38041 consumers as on March, 2016. The
monthly demand is Rs. 1.01 Crore and collection is about Rs. 1.41 Crore. The

arrears are about Rs. 3.18 Crore.

Power Supply Failure

Complaints relating to no power supply are being received in call centre situated in
sub division office, which operates on 24*7 day basis. Date and time of registration
and rectification are being recorded and are well within the time schedule as per

SoP.

Replacement of failed distribution transformer

No register is being maintained to check.

Current consumption bills
Date of receipt of defective bills and nature of defects are not being recorded. Date
on which the bill is rectified with details of rectification are being recorded. Hence

whether the bill has been rectified as per SoP could not be checked.

Release of new service connections
The registration for new service connections in subdivisions is being done at a

separate call centre. Data relating to date of registration, date when feasibility
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report was submitted by concerned, date of payment of charges by the prospective
consumer and date of release of supply are being maintained by the subdivision.

Normally supply is being released as per norm.

Replacement of defective meters

The register is not maintained. As per energy injection report for March’2016,
14889 defective meters are existing out of total 38041 connections. Monthly
replacement of defective meters is about 50. Hence, there is need for special

allotment of meters to clear the backlog.

Mangaldoi Sub Division

As per March ‘2016 monthly report of energy injection of Mangaldoi sub-division is
handling 41170 consumers. The monthly demand is about Rs.1.54 Crore with
collection at Rs. 1.61 Crore including arrears and subsidy. The arrears are about

Rs.5.86 Crore.

Power supply failure

The complaints relating to power supply failure are being registered in a call centre
in the sub division which runs at 24*7 days. Day and time of receipt and attending
the complaints are being recorded. They are well within the time schedule of SoP.
Replacement of Defective meters

As per energy injection report for March’2016, 13559 meters are reported to be
defective. The present level of replacement is about 100 meters per month. Hence

need for special allotment of meters to clear the pendency.

Replacement of Transformers

No register is maintained for this purpose.

Release of new service connections

Registration for new service connections are being done in a separate call centre.
Date of registration, date of feasibility and date of payment of charges by the
prospective consumers and date of release of supply are being recorded. The

register needs to be standardized to have a comprehensive data at a glance.
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11.3

Bongaigaon Zone
Bongaigaon Sub —Division — | & Il
The complaint redressal mechanism in Bongaigaon electrical sub divisions I1&Il is

reviewed.

Power Supply Failure

Complaints relating to no power supply are being received in call centres situated in
sub division offices, which operate on 24 X 7 day basis. Date and time of receipt of
complaint as well as time of rectification of faults are being recorded. It is noticed
that complaints are being attended as per SoP.

Replacement of failed Distribution Transformers

In respect of replacement of failed distribution transformers abnormal delay is
noticed. For example one distribution transformer failed at LOC Pathipada on
04.12.2015 and it is not replaced till 07.12.2015. It was informed that non-
replacement of failed distribution transformer is due to non availability of rolling
stock / spare distribution transformers. The licensee shall be directed to maintain

sufficient stock of distribution transformers, under rolling stock.

Issues relating to Current Consumption Bills
Register of complaints relating to CC bills is maintained and the dates of
rectification of bills are being recorded as per SoP. The licensee shall be directed to

arrange for periodical review of these registers to ensure issue of bills on time.

Release of New Service Connections

Register relating to release of new service connections is maintained in Assistant
General Manager’s office for subdivision-I but the date of feasibility report is not
recorded. On receipt of necessary charges from the prospective consumers during
the month, indent is being placed to concerned Assistant General Manager to
provide meters to release supply. Soon on receipt of meters, supply is being
released. The entire process is taking three to four months or even more from the
date of payment of charges by the prospective consumers. This shows that prompt

action for release of service connection is not taken. The licensee shall be directed
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11.4

to arrange periodical inspection of the registers of release of service connection to
ensure their prompt release as per SoP and to submit quarterly reports to AERC for

review.

Further seniority of registration and payment of deposits is not being followed in
release of supply for new connections. It is observed that there is abnormal delay

in obtaining feasibility reports.

It is noticed that in respect of Sub Division Il, Bongaigaon, registration of new
service connections is being done in the sub division office itself. As such there is
no delay in obtaining feasibility report in Sub Division Il but release of supply is
however delayed for want of meters. The licensee shall be directed to maintain

sufficient stock of meters to enable release of new connection promptly.

Name change of consumer and load extension

Register of Complaints relating to name change of consumers and load extension is

being maintained and action is being taken within the time frame as per SOP.

Nagaon Zone

Nagaon Sub-disvision - Il
The complaint redressal mechanism in Nagaon Electrical subdivision Il is reviewed.

Power Supply Failure

Complaints relating to no power supply are being received in call centre which
operates round the clock (24 X 7 basis).

Date and time of complaints and their redressal are being recorded. It is noticed

that complaints are being attended within the norm prescribed.

Replacement of failed Distribution Transformers and Meters

No register is maintained for replacement of failed distribution transformers and
meters. The licensee shall be directed to arrange maintenance of the required
registers for failed distribution transformers and meters and send quarterly reports

to AERC for review.
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11.5

New Service Connections

Registration of new service connections is being done in a separate call centre.
Data relating to date of registration, when feasibility report is obtained is not
recorded. Prospective consumer-wise details of payment of deposits is recorded in
a separate register and release of new connections is recorded in another register
as such it is cumbersome to verify adherence to time frame. However it is found
that the compliance is not as per SoP. Generally it is observed that there is delay in
release of new connections for want of availability of meters since only one test

bench is available at circle level in MTI division.

As verified from new service connections released for the month of November

2015, the status of release of new connections is as follows:

Sl. Description Numbers
No

1 | No.of applications pending process at the beginning of the month 112
2 | No. of applications received during the month 45
3 | No. of applications processed during the month 138
4 | No. of applications pending processing at the end of month (1+2-3) 19
5 | No. of NSCs pending release at the beginning of the month 10
6 | No. of NSCs cost deposited during the month 114
7 | No. of NSCs to be released during the month 124
8 | No. of NSCs released during the month 11
9 | No. of NSCs pending release at the end of month (7-8) 113

Out of 124 new connections to be released, only 11 connections are released
against which payment of deposit and meter costs are received. The above
position indicates that there is pendency in releasing of supply. This is stated to be

mainly due to non-availability of tested meters.

Nortrh Assam (Tejpur) Zone
Tejpur Sub-division
The Consumer Grievance Redressal Mechanism in Tejpur electrical subdivision is

reviewed.
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11.6

Power Supply Failure

In Tejpur electrical subdivision complaints relating to power failure are being
received in call centre round the clock. Date and time of receipt and compliance

are recorded and the same are well within the time frame fixed in SOP.

New Service Connections

Registration for new connections is done in another call centre. Date when
feasibility report is furnished is recorded in another register. As verified, feasibility
reports are furnished between 10 to 20 days and in some cases it is upto 30 to 40
days. But supply is being released within 10 to 15 days after the payment is
received. Instructions are required to be issued for maintenance of registers as

specified by the Commission.

Transfer of Services and load extension
In revenue wing, registers relating transfer of service, load extension and category
changes are maintained with date of registration and date of compliance and

delays are not noticed.

Jorhat Zone

The Consumer Grievance Redressal Mechanism in Jorhat subdivision - Il and
Bokakat Electrical subdivision are reviewed.

Jorhat Electrical Subdivision — Il, Jorhat. About 23658 consumers are handled by
the subdivision at the end of November 2015. This is completely an urban

subdivision.

Power Failure
One call centre is provided round the clock to receive power complaints. Date and
time of registration and redressal are being recorded which are well within the time

frame fixed in SoP.
Failed Distribution Transformers

No record is available in respect of replacement of failed distribution transformers.

The licensee shall be directed to ensure maintenance of registers of failed
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distribution transformers and their periodical verification. The licensee shall also be

directed to submit periodical reports to AERC for review.

New Service Connections

New service connections registration is being done in another call centre.
Considerable delay is noticed in processing the applications for obtaining feasibility
reports and release of supply. The release of new service connections in November

2015 is as follows:

SI. No Description Numbers
1. Opening balance of applications pending 538
processing at the beginning of month
2. No. of applications received during the month 54
3. No. of connections released during the month 34
4, Balance applications pending process 558
5 New connections released during the month 34

The delay in release of service connection is ranging from two to three months.

Bokakat Electrical Sub Division, Bokakat

The sub-division is handling 17000 consumers, out of which 9000 are Jeevan dhara

consumers.

Power Supply Failure
Complaints relating to power supply are received in call centre, being operated
round the clock (24 X 7). Date and time of complaint and time of redressal are

recorded. The complaints are redressed well within the time frame fixed in SoP.

New Service Connection

New service connections registration is done in the call centre. Obtaining of
feasibility report, date of release of supply etc., are well within the time frame fixed

in SoP.

Revenue Wing Headed by Sub-divisional Manager, Revenue (SMR)
Meter readings and bills serving are outsourced at Rs. 3/- per connection. SMR
maintains registers relating to name transfer, load sanction; bills related complaints

are being attended well within the time frame fixed in SoP.
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11.7

Defective Meters

There are about 3500 defective meters. The meters are being replaced for which

cost is paid by the consumers.

Dibrugarh Zone
Dibrugarh Subdivision - |

Power Supply Failure

A call centre is functioning round the clock (24 X 7) to receive complaints relating to
power supply. Date and time of complaint and redressal of complaint are
recorded. Generally the complaints are attended within the time frame fixed in

SOP.
Failed Distribution Transformers

No register is maintained for rectification / replacement of failed distribution
transformers. The licensee shall be directed to maintain rolling stock of distribution

transformers to replace the failed transformers promptly.

Wrong Bills

As verified from the bills rectification register, 22 consumers complained of wrong
billing when there is no power due to transformer failure from 4/10 to 12/12 in
Lizai distribution. This indicates that the failed transformer is not replaced for over
2 years.

Dibrugarh Sub Division-lll

Power Supply Failure

A call centre is functioning round the clock (24x7) to receive complaints relating to
“no power supply”. Date and time of registration and rectification are being

recorded. Disconnection and reconnection of supply is also being tracked.

Failed Distribution Transformer
No register is maintained for rectification/replacement of failed distribution

transformer
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Wrong bills
Rectifications of wrong bills are being attended by SMR. They are attended within

the time schedule as per SoP.

Load Shedding
Feeder wise load shedding for an hour per day is observed.

Tinsukia Sub Division-I (Tinsukia Circle)

Tinsukia sub division-l is handling 18116 consumers. The monthly demand is
Rs. 2.15 Core. The monthly collection is Rs. 2.04 Crore including arrear collection

and Govt. Subsidy. The arrears are around Rs. 2.50 Crore.

Power Supply failure

Complaints relating to power supply failure are being registered in a call center in
the sub-division which runs at 24*7 day basis. Data and time of registration and
time of redressal are being recorded. Compliants are attended within the time

schedule as per SoP.

Replacement of defective meters
There are about 2400 defective meters. Average monthly replacement is below
100. Further, about 50 to 60 defective meters are being added every month.

Hence, there is need to allot additional meters to clear the pendency.

Replacement of failed distribution transformer

No register is maintained.

Release of new connections

Registration for new connections is being done in a separate call centre. Date of
registration, date when feasibility report submitted, date of payment of charges by
the prospective consumers and date of release of supply are being recorded in
different registers. The register needs to be standardized to have a comprehensive

data at a glance.
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Grievance Redressal Mechanism of APDCL

Further Mr. Utpal Kumar Sharma the ASCI consultant visited 3 Nos. Sub Divisions viz
Zoo Road, Chandamari and Basistha Electrical Sub Divisions of Guwahati Electrical
Circle — | to know the functioning of Level | & Il of the Grievance Redressal
Mechanism of APDCL and also discussed with the concerned DGMs and AGMs on
the said subject and came to know that so far the prescribed forms for registering
the Grievances at Level | & Il are not available to the Consumer. In GEC-I Circle, the
24 x 7 central call centre registers the complaints on no power, line break down,
low voltage, transformer failure etc. and forwards the same to the concerned line
man on duty for redressal. If the lineman unable to redress the complaint the same
is brought to the notice of the feeder manager / Sub divisional Officer. A daily
report is generated and submitted to the concerned DGM for monitoring. Normally
majority of the complaints/grievances are redressed within the time frame fixed in

SoP, as required materials and men are available and records are also maintained.

In the sub divisions of other circles the Grievances are not being redressed as per
the time frame fixed due to non-availability of sufficient quantity of materials and

men.

The Grievances such as replacement of burnt/defective meters, checking for
accuracy of meter, bill modification for wrong billing etc. are received over phone /
personally / in writing to the respective Sub Divisional Engineer/ Sub Divisional
Manager (Revenue) offices. The grievances are recorded in a separate register and
generally most of the cases are resolved within the time frame fixed. However
during the discussions with the DGMs and AGMs it was stated that any grievance
brought to the notice of them will be resolved quickly by pursuing with the
concerned Sub Divisional Engineer/ Sub Divisional Manager (Revenue) but the

action taken in redressing grievance is not properly being recorded.

It is also observed that no effort was made to generate the prescribed monthly
report on complaints received by any sub division and the concerned AGMs and

DGMs are not showing keen interest to generate such reports. In the absence of
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documentation of such report, the performance of the service rendered to the

consumer is difficult to ascertain.
In the light of the above, the following is recommended.

1. The prescribed forms for registering grievances at Level | & Il shall invariably
made available at APDCL Offices.

2. The help-desk may be opened in every sub division office of APDCL to
register the consumer grievances and issue acknowledgement as per the
prescribed format of the AERC at Level-I.

3. For registering grievances at Level — Il, the technical wing of every Division
of APDCL shall be made responsible to facilitate timely redressal of the
grievances.

4. The generation of monthly reports on grievances redressed/pending shall
be made mandatory, so that if the Commission desires can review the
performance of the sub division individually.

5. The new service connection item shall also be included in the Standards of

Performance fixed by the Commission.

Suggestions to minimise delays in replacement of failed transformers and

defective meters

Delays are occurring for want of adequate no. of spare transformers and meters

with the field officers.

It is a practice in other utilities to maintain certain percentage of transformers and

meters as rolling stock with field officers for replacing the failed and defective ones.

ASCI suggest to maintain the following percentage of transformers and meters as

rolling stock.
Distribution Transformers - 5% of existing transformers in the sub-division.

Meters (electronic) — 3% of existing meters in the sub-division.
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The rolling could be based on percentage of failures and in respect of cities/urban
areas it is suggested to maintain trolley mounted transformers as stand by to

ensure quick replacement.

11.8 Summing-up

Compliance of Standards of Performance (SoP)

It is observed from the study of some of the subdivisions in the zones, by and
large the power failure complaints (Fuse of calls etc) are attended as per
standards of performance and record is being maintained on the receipt of
complaints and the compliance. In the case of other complaints/grievances
such as replacement of defective meters, failed distribution transformers,
complaints on billing of electricity consumption etc., proper records are not
being maintained in the sub-divisions to assess whether the
complaints/grievances are being attended as per standards of performance. It
is not difficult to maintain such registers at each call centre/distribution Office
for the concerned to record. Wherever record is being maintained there is
abnormal delay in replacing defective meters. It is noticed that a large number
of meters are found to be defective and the rate of replacement is very slow
for want of meters. Efforts to be made to procure more number of meters to
replace defective meters within time specified. There is also delay in
replacement of failed distribution transformers and giving new service

connections for want of meters apart from other reasons.
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11.9

General Observations

Standards of Performance

(i)

(ii)

(iii)

(iv)

As in the case of CGREF, in this also the consumers are not aware of standards of
performance regulations issued by the Commission. The subdivisions are not
maintaining the registers by recording the date and time of compliant /grievance
and steps taken for redressal of grievance. The consultant of ASCI during the
visit to subdivisions have observed that most of the Distribution Engineers are
aware of SoP but they are not maintaining the required registers by recording

the complaints/grievances and redressal.

In order to redress the consumer grievances on priority, keeping in mind the
provisions contained in the SoP Regulations issued by the AERC, action has to be

taken as suggested below:

APDCL shall designate one officer in each sub-division to look after the
Consumer Grievances and to submit periodical reports on the consumer
complaints received and redressed with specific reasons for cases not

attended as per SoP to the Commission.

The compensation payable in case of delays should be displayed at all

offices of distribution and notified for information of consumers.

Considerable delays are observed in release of new service connections
at many sub-division offices and no proper record is being maintained. A
separate master register duly making entries such as the date of receipt
of application for new service, connection date of receipt of feasibility
report and date of payment etc., with initials of designated officer shall

be maintained.

The Distribution Company shall conduct relevant training programmes to
the Officers at different levels about the Consumer Grievance Redressal
Forums and their functions and the role of distribution engineers and
other Officers in the utility and also for compliance of SoP by the Officers

at different levels.
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12

12.1

(v) A pamphlet may be got printed, explaining the constitution of Forums
and Ombudsman, their functions and opportunity to consumer to file
the grievance not attended by the officials of the DISCOM including
compliance of supply of power by Distribution Engineers, and attached
to electricity bill for a few months to educate the consumers and

thereby causing to function the redressal systems effectively.

(vi) The licensee shall be directed to issue instructions to all sub-divisions
on the need to maintain the registers to record grievances/complaints
of consumers as per SoP Regulations and ensure their maintenance

and submission of quarterly reports to the AERC.

The suggested formats of the registers of consumer complaints which are required

to be maintained at Level | & Il of APDCL are given in Annexure- IX.

Consumer Survey

In accordance with terms of reference for the study in the bid document, consumer
survey shall be conducted to cover consumers in each circle of the Distribution
Company and each consumer category within the circle. The survey shall cover
about 15,000 of the total consumer base of 27.72 Lakhs of which at least 14,000
shall be from LT category and 700 shall be from HT category. The domestic category
consumers may be grouped under three categories in terms of sanctioned

connected load.

0.5 KW — (Jeevan Dhara)
0.5 KW and up to 5.0 KW (Domestic — A ) and
Above 5 KW (Domestic - B)

Objective of consumer survey

The main objective of consumer survey should be to understand the major

problems faced by them in relation to;

47



12.2

Quality of power

Power failure

Getting new connection

Bill Payment mechanism made available

Meter and bill related problems etc.,

Time taken to resolve such issues

Satisfaction level, awareness level and support provided by the Consumer

Grievance Redressal Mechanism.
Approach of the Consumer Survey

A questionnaire is developed in four languages (English, Assamme, Bengali and
Bodo) and got approved by the Commission and given to the surveyors to elicit the

required information from the consumers. The information covers;

1. Consumer Awareness of Existence of
(a) Consumer Grievance Redressal Forum (CGRF) in their area.
(b) Ombudsman
(c) Standards of Performance (SoP) fixed by the Commission for various

grievances / complaints.

(d) The provision for compensation for inefficient service as per SoP.

2. Standards of Performance (SoP) fixed by the Commission for Redressal of
various grievances.

3. Issues related to billing and payment.

4. Awareness’ of energy Saving devices such as LED lamps etc., and stand by
supply provisions.

5. Representation to CGRF in regard to Redressal of Grievance and the response
from CGRF

6. Non-Redressal of Grievance by CGRF and appeal to Ombudsman

7. Electrical Accidents

8. Consumer perception and satisfaction level of consumer on 16 points listed in
the questionnaire and

9. Suggestion for improving the services of APDCL
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12.3

12.4

The questionnaire approved by the Commission is provided to each surveyor to

elicit the information from the consumer is given in Annexure — Il

ASCl has organised eighteen surveyors who has knowledge of the working of
Electricity distribution and to do survey and obtain feedback from the consumers in
all the 19 circles of APDCL. Shri. Utpal Kumar Sharma, Former Director, APDCL,

Consultant, ASCI has supervised the survey conducted.

The consumers in all categories both LT and HT are surveyed. The feedback forms
from each consumer from nineteen circles (14977 LT consumers and 702 HT

Consumers) are submitted to the Commission separately.

Compilation and Analysis of Survey Results

The software is developed by the consultant to enter the data in the required
format for analysis and to list out the findings of the survey of all categories of
consumers on the awareness of various items listed above and the perception of

the consumer.

The survey leads entering of about 80 data points from the questionnaire of each
consumer and the data so entered is analysed to get the feedback from each
consumer on functioning of CGR Mechanism, compliance of SoP by the utility and
the overall perception of consumer on the functioning of Consumer Grievance

Redressal Mechanism and compliance of SoP.

Consumers covered by the survey

The number of consumers circle-wise surveyed and the feedback obtained is as

below:
Circle wise number of LT consumers surveyed
. Number of consumers
S. No. Name of the Circle
surveyed
1 Guwabhati Electrical Circle - | 968
2 Guwabhati Electrical Circle - Il 862
3 Bongaigaon Electrical Circle 751
4 Kokrajhar 929
5 Rangia Electrical Circle 811
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12,5

6 Barpeta 660
7 Mangaldoi electrical Circle 708
8 Tezpur Electrical Circle 807
9 North Lakshimpur 892
10 Nagaon 802
11 Kanch Electrical Circle 695
12 Golaghat Electrical Circle 336
13 Jorhat electrical Circle 900
14 Sibsagar Electrical Circle 801
15 Marigaon Electrical Circle 1000
16 Cachar Electrical Circle 935
17 Badarpur Electrical Circle 911
18 Dibrugarh Electrical Circle 398
19 Tinsukia Electrical Circle 811
Total 14977
Ht Consumers 702

The feedback of 14997 LT and 702 HT consumers is analysed and narrated in the

report.

Analysis of Feedback from Survey — LT Consumers

As stated earlier a questionnaire is developed and given to the surveyor to elicit
information required from the consumer as provided in Annexure— Ill. A format is
developed to enter the data from the consumers in the survey and the data is
utilised for the analysis of the feedback to arrive at the findings of the survey. The
format developed for data analysis is given in Annexure— IV. The findings are
summarised for each circle for comparative study. The report covers nineteen (19)
circles and the summary of findings in each circle is taken out from the form given
in Annexure — V (Summary of feedback from consumer survey) and is discussed

below:
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125.1

Nagaon Circle

S. No. | Particulars

1 Circle Nagaon

2 Number of Consumers
Urban 265
Rural 537
Total 802

3 Consumer Category

a Jeevandhara 118

b Domestic — A 565

o Domestic—B 59

d Commercial 3

e Industrial 57

f Others

4 Type of Meters

a Electromechanical 14

b Electronic 787+1 (prepaid)

5 Status of Meters

a Working 714

b Defective 88

6 Number of complaints made and redressed in time or not Yes No

a Fuse of Call 164 226

b Supply Failure due to Line Breakdown 40 56

C Supply Failure due to Damaged Service Line 23 28

d Supply Failure due to Failure of Distribution Transformer 424 36

e Defective/Meter replacement 16 18

f Billing related complaint 315 26

7 Awareness of consumers

a Existence of CGRF None

b Standards of Performance fixed by Commission None

C Existence of Ombudsman None

d Compensation for inefficient service None

8 Number of Consumers approached CGRF None

9

Response of Forum

Does not arise

10 Appeal to Ombudsman Does not arise
11 No of Consumers received compensation Does not arise
12 Accidents
a No of Accidents occurred NIL
b Nature of Accidents NIL
c No of cases claimed compensation NIL
d No of cases where compensation paid NIL

13 (a) | Awareness of Energy efficient equipment 770 32
(b) Stand by provision of DG Set/inverter 527 3
14 Consumer overall perception and satisfaction level
a) Excellent 2
b) Good 476
c) Average 321
d) Poor 3
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e) Very Poor 0
15 Overall Image of APDCL

a) Excellent 1
b) Good 582
c) Average 218
d) Poor 1
e) Very Poor 0

Summary of Consumer Feedback in Nagaon Circle

The survey conducted on the functioning and effectiveness of existing consumer
grievance redressal mechanism and compliance by the licensee of the standards of
performance set by the Commission covers about 802 consumers in Nagaon Circle.
About 67% of consumers surveyed are Rural, about 70% of consumers are
Domestic — A and 15% are Jeevandhara. The meters installed are mostly electronic
(98%) and 89% of which are working. It shows that energy supplied to the
consumers is properly measured. But the number of defective meters are to be

reduced to less than 5%.

The consumers grievances are mostly power supply related. A few number of
complaints relating to power supply are not attended as per SoP and this requires
to be improved. A number of consumers have provision for standby supply-diesel
generator sets / invertors. This shows the consumers do not have continuous

power supply.

None of the consumers are aware of existence of CGRF and Ombudsman
constituted to redress the grievances of consumers and also the Standards of
Performance fixed by the Commission to attend the consumer grievances. There

are no accidents reported among the consumers surveyed.

The consumer overall perception and satisfactory level on availability of supply is as

below:

Excellent 2 (0.04%)
Good . 476 (59%)
Average : 321 (40%)
Poor 3 (0.06%)
Very Poor . 0
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The overall image of APDCL before the consumer is:

Excellent 1 (0.1)
Good : 582 (72.6%)
Average : 218 (27.2%)
Poor 1 (0.1)
Very Poor

The consumers are required to be educated on the existence of CGRF and
Ombudsman and their functions, in redressal of grievances of consumers and

Standards of Performance set by the Commission.

The service to consumers in attending the complaints has to be improved in the

circle.

**Consumer’s Suggestions
Nagaon Circle
a. Nagaon Sub Division-II

24 hours supply needed

b. Nagaon Sub Division-I
Reduction in per unit rate of electricity

Improvement in voltage fluctuation problem

¢. Samaguri Sub Division

Privatisation may be needed to save APDCL

d. Shing Sub Division
Load shedding to be minimized
Reduction in per unit rate of electricity

Billing problem
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12.5.2 Kokrajhar Circle

S. No. | Particulars
1 Circle Kokrajhar
2 Number of Consumers
Urban 898
Rural 31
Total 929
3 Consumer Category
a Jeevandhara 61
b Domestic— A 813
c Domestic—B 17
d Commercial 31
e Industrial 2
f Others 5
4 Type of Meters
a Electromechanical 5
b Electronic 924
5 Status of Meters
a Working 929
b Defective 0
6 Number of complaints made and redressed in time or not Yes No
a Fuse of Call 94 30
b Supply Failure due to Line Breakdown 165 30
c Supply Failure due to Damaged Service Line 23 32
d Supply Failure due to Failure of Distribution Transformer 81 158
e Defective/Meter replacement 19 29
f Billing related complaint 46 31
7 Awareness of consumers
a Existence of CGRF 107
b Standards of Performance fixed by Commission 0
c Existence of Ombudsman 0
d Compensation for inefficient service 0
8 Number of Consumers approached CGRF 0
9 Response of Forum 0
10 Appeal to Ombudsman 0
11 No of Consumers received compensation 0
12 Accidents
a No of Accidents occurred 0
b Nature of Accidents 0
C No of cases claimed compensation 0
d No of cases where compensation paid 0
13 (a) | Awareness of Energy efficient equipment 896
(b) Have stand by Provision like DG Sets / Invertors 72
14 Consumer overall perception and satisfaction level
(Electricity Availability)
a) Excellent 39
b) Good 247
c) Average 499
d) Poor 143
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e) Very Poor 1
15 Overall Image of APDCL

a) Excellent 21
b) Good 150
c) Average 609
d) Poor 148
e) Very Poor 1

Summary of Consumer Feedback in Kokrajhar Circle

The survey conducted on the functioning and effectiveness of existing consumer
grievance redressal mechanism and compliance by the licensee of the standards of
performance set by the Commission covers about 929 consumers in Kokrajhar
Circle. Over 90% of consumers surveyed are Urban about 88% of consumers are
Domestic — A and 7% are Jeevandhara. The meters installed are mostly electronic
meters (99%) and all are working. This shows that energy supplied to the
consumers is properly measured. The consumer grievances are mostly supply
related and a number of consumers have stated that power supply failure is not
attended as per SoP. This requires to be improved. A number of consumers have
provision of stand by supply-diesel generator sets / invertors. This shows the

consumers do not have continuous power supply.

107 consumers are aware of existence of CGRF and none on Ombudsman
constituted to redress the grievances of consumers and also the Standards of
Performance fixed by the Commission to attend the consumer grievances. There

are no accidents to the knowledge of consumers surveyed.

The consumers overall perception and satisfactory level on availability of supply is

as below:

Excellent 39 (4%)
Good . 247 (27%)
Average ;499 (54%)
Poor ;143 (15%)
Very Poor : 1
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The overall image of APDCL before the consumer is:

Excellent 21 (2%)
Good : 150 (16%)
Average : 609 (66%)
Poor ;148 (16%)
Very Poor : 1

The consumers are required to be educated on the existence of CGRF and

Ombudsman and their functions, in redressal of grievances of consumers and

Standards of Performance set by the Commission. Service to consumer in attending

the complaints has to be improved in the circle.

**Consumer’s Suggestions

Kokrajhar Circle
a. Gauripur Sub Division
Need Better Service. In winter bill amount is excess
b. Kokrajhar Sub Division
No suggestions
c. Gossarigaon Sub Division
No suggestions

12.5.3 Cachar Circle

S. No. | Particulars
1 Circle Cachar
2 Number of Consumers
Urban 521
Rural 414
Total 935
3 Consumer Category
a Jeevandhara 78
b Domestic — A 759
C Domestic—B 5
d Commercial 80
e Industrial 5
f Others 8
4 Type of Meters
a Electromechanical 509
b Electronic 426
5 Status of Meters
a Working 898
b Defective 37
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6 Number of complaints made and redressed in time or Yes No
not

a Fuse of Call 214 95

b Supply Failure due to Line Breakdown 216 92

c Supply Failure due to Damaged Service Line 728 5

d Supply Failure due to Failure of Distribution Transformer 227 91

e Defective/Meter replacement 631 48

f Billing related complaint 769 6

7 Awareness of consumers

a Existence of CGRF 60

b Standards of Performance fixed by Commission 53

c Existence of Ombudsman 51

d Compensation for inefficient service 51

8 Number of Consumers approached CGRF 0

9 Response of Forum 0

10 Appeal to Ombudsman 0

11 No of Consumers received compensation 0

12 Accidents

a No of Accidents occurred 0
b Nature of Accidents 0
c No of cases claimed compensation 0
d No of cases where compensation paid 0
13 (a) | Awareness of Energy efficient equipment 325
(b) Stand by D.G Sets invertor 378
14 Consumer overall perception and satisfaction level
(Power Supply Availability)

a) Excellent 111
b) Good 368
c) Average 360
d) Poor 80
e) Very Poor 16
15 Overall Image of APDCL

a) Excellent 128
b) Good 512
c) Average 279
d) Poor 14
e) Very Poor 2

Summary of Consumer Feedback in Cachar Circle

The survey conducted to study the functioning and effectiveness of existing
consumer grievance redressal mechanism and compliance by the licensee of the
standards of performance set by the Commission covers about 935 consumers in
Cachar Circle. About 44% of consumers surveyed are Rural, 56% are urban, about
81% of consumers are Domestic — A and 8% are Jeevandhara. The meters installed

are 426 (46%) are electronic meters and 509 (54%) meters are electromechanical
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and out of these 96% are working. The balance electromechanical meters are to be
replaced with electronic meters at the earliest. This shows that energy supplied to
the consumers is properly measured to a large extent. The consumer grievances
are mostly supply related and attended fairly in time set in SoP but requires to be
improved. 40% of consumers have standby supply-diesel generator sets / invertors.

This shows the consumers do not have continuous power supply.

About 6% of the consumers are aware of existence of CGRF and Ombudsman
constituted to redress the grievances of consumers and also the Standards of
Performance fixed by the Commission to attend the consumer grievances. There

are no accidents to the knowledge of consumers surveyed.

The consumer overall perception and satisfaction level on availability of supply is as

below:

Excellent 111 (12%)
Good : 368 (39%)
Average : 360 (39%)
Poor : 80 (8%)
Very Poor 16 (2%)

The overall image of APDCL before the consumer is:

Excellent ;128 (14%)
Good : 512 (55%)
Average 279 (30%)
Poor 14 (1%)
Very Poor : 2

The consumers are required to be educated on the existence of CGRF and
Ombudsman and their functions in redressal of grievances of consumers and

Standards of Performance set by the Commission.

The service to consumer in attending the complaints has to be improved in the

circle.
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** Consumer’s Suggestions

Cachar Circle
a.  Silchar Sub Division-lll
Load shedding to be minimised.
Anti-theft drive has to be carried out for betterment of power supply
Provide bill 4 days before due date.
It is necessary to check for hooking/theft during evening time twice or thrice

a week.

b.  Udarband Sub-Division
Per unit rate of electricity is high
Increase in cash collection counters
Power problem in summer
Voltage problem/fluctuations
High per unit rate of electricity

Improvement required in supply of power

c. Silchar Sub-Division-I
Improvement required in accuracy of bill and its timely delivery
Replacement of electronic meters
Recruitment of honest staff
Improvement in infrastructure
Reduction in load shedding during summer

Accuracy in meter reading and distribution of bill

d.  Silchar Sub Division-II
Load shedding and voltage problem in summer
Increase in hours of supply during summer
Customer care centre to be equipped with adequate manpower
Overall performance needs improvement
Matter of frequent load shedding should be taken care of

Voltage fluctuation problem
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e. Sonai Sub Division

Restricted supply during summer

Excess load shedding during summer

Low voltage problem

12.5.4 Tinsukia Circle

S. No. | Particulars

1 Circle Tinsukia

2 Number of Consumers
Urban 547
Rural 264
Total 811

3 Consumer Category

a Jeevandhara 114

b Domestic— A 489

C Domestic—B 11

d Commercial 179

e Industrial 9

f Others 9

4 Type of Meters

a Electromechanical 149

b Electronic 655+7(prepaid)

5 Status of Meters

a Working 763

b Defective 48

6 Number of complaints made and redressed in time or Yes No
not

a Fuse of Call 435 14

b Supply Failure due to Line Breakdown 354 0

c Supply Failure due to Damaged Service Line 223 0

d Supply Failure due to Failure of Distribution Transformer 383 7

e Defective/Meter replacement 96 6

f Billing related complaint 244 30

7 Awareness of consumers

a Existence of CGRF 40

b Standards of Performance fixed by Commission 107

c Existence of Ombudsman 38

d Compensation for inefficient service 107

8 Number of Consumers approached CGRF 1

9 Response of Forum 1

10 Appeal to Ombudsman NIL

11 No of Consumers received compensation NIL

12 Accidents

a No of Accidents occurred 1

b Nature of Accidents Major

c No of cases claimed compensation NIL

d No of cases where compensation paid NIL
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13 (a) | Awareness of Energy efficient equipment 509
13 (b) | Provision of stand by supply like DG Sets / Invertors 350
14 Consumer overall perception and satisfaction level
(Electricity Availability)
a) Excellent 71
b) Good 511
c) Average 223
d) Poor 6
e) Very Poor 0
15 Overall Image of APDCL
a) Excellent 126
b) Good 574
c) Average 89
d) Poor 21
e) Very Poor 1

Summary of Consumer Feedback in Tinsukia Circle

The survey conducted on the functioning and effectiveness of existing consumer
grievance redressal mechanism and compliance by the licensee of the standards of
performance set by the Commission covers about 811 consumers in Tinsukia Circle.
About 67% of consumers are Urban, about 60% of consumers are Domestic — A and
14% are Jeevandhara. About 81% of consumers have electronic meters and out of
this 94% are working. The energy consumed is accounted. The consumer grievances
are mostly supply related and attended fairly in time set in SoP. Hardly 40
consumers are aware of existence of CGRF, 38 consumers about Ombudsman,
about 107 consumers are aware of SoP fixed by the commission and provision for
compensation in case of inefficient services. There was only one major accident

which was not reported, as mentioned.

The consumers’ overall perception and satisfaction level on availability of supply is

as below:

Excellent 71 (9%)
Good : 511 (63%)
Average : 223 (27%)
Poor : 6 (1%)
Very Poor . 0
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The overall image of APDCL before the consumer is:

Excellent 126 (16%)
Good : 574 (71%)
Average 89 (11%)
Poor 21 (3%)
Very Poor 1 (2%)

The consumers are required to be educated on the existence of CGRF and
Ombudsman and their functions in redressal of grievances of consumers and

Standards of Performance set by the Commission.

The service to consumers in attending the complaints has to be improved in the

circle.
** Consumer’s Suggestions

Tinsukia Circle

Frequent power cuts in summer may be reduced
Power unit rate to be reduced

Service should be better

Billing should be improved

On line bill payment to be more accessible
Department to be informed in advance if any departmental service is
disconnected.

Seems like insufficient man power in tech section.
Improvement is required in billing section.
Improvement is required in Tech Section.

Improvement is required in consumer care centres.

Tinsukia Sub Division — |

Your supporting facilities and Technical facilities are satisfactory.
More improvement is desired in service.

Expecting further improvement.

It is now well developed.

We expect better service to public.
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They do their work nicely. Hope they continue their work this way.

Dooma Division

To improve power production

Many consumers requested to stop power theft

Considerable number of consumers represented to improve power production
A few consumers represented:

Power shutdown/load shedding to be informed in Advance

Inform consumers of power shedding

To include more vehicles for complaint duty

Tinsukia Sub Division —IlI
Power supply should improve and good response is desired.

Please solve load shedding problem

Meter reading bill is required as soon as possible

Please solve low voltage problem

12.5.5 Rangia Circle

S. No. | Particulars

1 Circle Rangia

2 Number of Consumers
Urban 101
Rural 710
Total 811

3 Consumer Category

a Jeevandhara 247

b Domestic — A 494

o Domestic—B 14

d Commercial 43

e Industrial 7

f Others 6

4 Type of Meters

a Electromechanical 30

b Electronic 781

5 Status of Meters

a Working 736

b Defective 75

6 Number of complaints made and redressed in time or Yes No
not

a Fuse of Call 786 23
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b Supply Failure due to Line Breakdown 774 0
C Supply Failure due to Damaged Service Line 765 1
d Supply Failure due to Failure of Distribution Transformer 46 723
e Defective/Meter replacement 764 4
f Billing related complaint 760 39
7 Awareness of consumers
a Existence of CGRF 579
b Standards of Performance fixed by Commission 41
c Existence of Ombudsman 3
d Compensation for inefficient service 41
8 Number of Consumers approached CGRF None
9 Response of Forum Nil
10 Appeal to Ombudsman None
11 No of Consumers received compensation None
12 Accidents
a No of Accidents occurred Nil
b Nature of Accidents Nil
c No of cases claimed compensation Nil
d No of cases where compensation paid Nil
13 (a) | Awareness of Energy efficient equipment 742
13 (b) | Provision of stand by supply like DG Sets / Invertors 60
14 Consumer overall perception and satisfaction level
(Electricity Availability)
a) Excellent 0
b) Good 91
c) Average 534
d) Poor 182
e) Very Poor 4
15 Overall Image of APDCL
a) Excellent 1
b) Good 55
c) Average 753
d) Poor 2
e) Very Poor 0

Summary of Consumer Feedback in Rangia Circle

The survey conducted on the functioning and effectiveness of existing consumer
grievance redressal mechanism and compliance by the licensee of the standards of
performance set by the Commission covers about 811 consumers in Rangia Circle.
About 88% consumers surveyed are Rural consumers, about 61% of consumers are
Domestic — A and 30% are Jeevandhara. The meters installed over 96% are
electronic meters and 91% are functioning. The defective meters to be brought

down to less than 5%. The consumer grievances are mostly power supply related
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and are attended in time set in SoP except in the case of replacement of failed

distribution transformers for which 89% of the consumers have not satisfied.

Whereas about 579 (71%) consumers are aware of CGRF, only 3 of 811 consumers
are aware of Ombudsman and 41 about SoP set by the Commission. There are no

accidents to the knowledge of the consumers surveyed.

The consumers overall perception and satisfaction level on availability of supply is

as below:

Excellent : 0 0%
Good : 91 11%
Average : 534 66%
Poor : 182 22.5%
Very Poor : 4 (-)%

The overall image of APDCL before the consumer is:

Excellent 1

Good : 55 (7%)
Average . 753 (93%)
Poor 2

Very Poor . 0

The consumers are required to be educated on the existence of CGRF, Ombudsman
and their function, in redressal of grievances of consumers and Standards of

Performance set by the Commission.

The service to consumer in attending the complaints has to be improved in the

circle.

** Consumer’s Suggestions

Rangia Circle
a. Nalbari Sub Division
Basic civic facilities required at cash counters
Load shedding to be reduced
SS to be renovated

Line staff to be transferred
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Meter reading, billing to be done correctly

Sub Division Engineer should stay at head quarters

Supply is needed at peak hours

Transformer to be checked in day time

Checking up lines is needed

Theft of electricity is there in rural areas

Supply should be regular

12.5.6 Marigaon Circle

S. No. | Particulars

1 Circle Marigaon

2 Number of Consumers
Urban 102
Rural 898
Total 1000

3 Consumer Category

a Jeevandhara 327

b Domestic — A 547

C Domestic—B 0

d Commercial 93

e Industrial 2

f Others 31

4 Type of Meters

a Electromechanical 6

b Electronic 994

5 Status of Meters

a Working 963

b Defective 37

6 Number of complaints made and redressed in time or Yes No
not

a Fuse of Call 130 23

b Supply Failure due to Line Breakdown 125 10

C Supply Failure due to Damaged Service Line 38 3

d Supply Failure due to Failure of Distribution Transformer 53 7

e Defective/Meter replacement 13 2

f Billing related complaint 41 16

7 Awareness of consumers

a Existence of CGRF None

b Standards of Performance fixed by Commission None

c Existence of Ombudsman None

d Compensation for inefficient service None

8 Number of Consumers approached CGRF None

9 Response of Forum None

10 Appeal to Ombudsman None

11 No of Consumers received compensation None

12 Accidents




a No of Accidents occurred Nil
b Nature of Accidents Nil
C No of cases claimed compensation Nil
d No of cases where compensation paid Nil
13 (a) | Awareness of Energy efficient equipment 896
13 (b) | Provision like DG Sets / Invertors 72
14 Consumer overall perception and satisfaction level
(Electricity Availability)
a) Excellent 0
b) Good 1
c) Average 541
d) Poor 328
e) Very Poor 130
15 Overall Image of APDCL
a) Excellent 0
b) Good 3
c) Average 641
d) Poor 272
e) Very Poor 84

Summary of Consumer Feedback in Marigaon Circle

The survey conducted on the functioning and effectiveness of existing consumer
grievance redressal mechanism and compliance by the licensee of the standards of
performance set by the Commission covers about 1000 consumers in Marigaon
Circle. About 90% of consumers are Rural, about 55% of consumers are Domestic —
A and 33% are Jeevandhara. About 99% of meters installed are electronic meters of
which 96% are working. This shows that energy supplied to the consumers is
properly measured. The consumer complaints/grievances are mostly power supply
related. A number of complaints relating to power supply are not attended as per

SoP and this requires to be improved.

None of the consumers are aware of existence of CGRF and Ombudsman
constituted to redress the grievances of consumers and also the Standards of
Performance fixed by the Commission to attend the consumer grievances. There

are no accidents to the knowledge of consumers surveyed.

The consumers overall perception and satisfaction level on the availability of supply

is as below:
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Excellent : 0 0%

Good : 1 0%
Average : 541 54%
Poor ;328 33%
Very Poor : 130 13%

The overall image of APDCL before the consumer is:

Excellent : 0 0%
Good : 3 0%
Average : 641 64%
Poor : 272 27%
Very Poor : 84 9%

The consumers are required to be educated on the existence of CGRF, Ombudsman
and their functions in redressal of grievances of consumers and Standards of
Performance set by the Commission. The service to consumers in attending the
complaints has to be improved in the circle. Power supply seems to be not
satisfactory in the circle which is mostly rural, this has reflected in perception and

satisfactory level is average as Poor and Very Poor. This requires improvement.

** Consumer’s Suggestions

Marigaon Circle
a. Marigaon Sub Division
Load shedding to be minimized
Reduction in per unit rate of electricity
b. Laharighat Sub Division
Load shedding to be minimized
c. Jhargaon Sub Division
Load shedding to be minimized
Reduction in per unit rate of electricity
d. Jagiroad Sub Division

Load shedding to be minimized

68



12.5.7 Mangaldoi Circle

S. No. Particulars
1 Circle Mangaldoi
2 Number of Consumers
Urban 297
Rural 411
Total 708
3 Consumer Category
a Jeevandhara 109
b Domestic— A 481
C Domestic—B 0
d Commercial 929
e Industrial 9
f Others 10
4 Type of Meters
a Electromechanical 12
b Electronic 696
5 Status of Meters
a Working 692
b Defective 16
6 Number of complaints made and redressed in time or Yes No
not
a Fuse of Call 363 137
b Supply Failure due to Line Breakdown 555 41
c Supply Failure due to Damaged Service Line 501 64
d Supply Failure due to Failure of Distribution Transformer 308 289
e Defective/Meter replacement 431 94
f Billing related complaint 354 189
7 Awareness of consumers
a Existence of CGRF 53
b Standards of Performance fixed by Commission 102
c Existence of Ombudsman 19
d Compensation for inefficient service 21
8 Number of Consumers approached CGRF 5
9 Response of Forum 11
10 Appeal to Ombudsman 1
11 No of Consumers received compensation 2
12 Accidents
a No of Accidents occurred 0
b Nature of Accidents 0
C No of cases claimed compensation 0
d No of cases where compensation paid 0
13 Provision for stand by supply — DG sets/invertors 676
14 Consumer overall perception and satisfaction level
(Electricity Availability)
a) | Excellent 0
b) | Good 63
c) | Average 285
d) | Poor 268
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e) | Very Poor 92
15 Overall Image of APDCL

a) | Excellent 0

b) | Good 47

c) | Average 571

d) | Poor 89

e) | Very Poor 1

Summary of Consumer Feedback in Mangaldoi Circle

The survey conducted on the functioning and effectiveness of existing consumer
grievance redressal mechanism and compliance by the licensee of the standards of
performance set by the Commission covers about 708 consumers in Mangaldoi
Circle. About 58% of consumers are Rural, about 70% of consumers are Domestic —
A and 15% are Jeevandhara. The meters installed are mostly electronic meters
(98%) and all are working. It shows that energy supplied to the consumers is
properly measured. A number of complaints relating to power supply are not
attended as per SoP and this requires to be improved. A number of consumers have
provision for standby supply-diesel generator sets / invertors. This shows the

consumers do not have continuous power supply.

Fifty Three (53) consumers are aware of existence of CGRF and Nineteen (19)
consumers on the existence of Ombudsman constituted to redress the grievances
of consumers and 102 consumers on the Standards of Performance fixed by the
Commission. There are no accidents to the knowledge of consumers surveyed.

Consumer overall perception and satisfactory level on the availability of supply is as

below:

Excellent : 0 0%
Good : 63 9%
Average . 285 40%
Poor : 268 38%
Very Poor : 92 13%

The overall image of APDCL before the consumer is:

Excellent : 0 0%
Good : 47 7%
Average : 571 81%
Poor : 89 12%
Very Poor : 1 0%
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The satisfactory level on power supply and the image of the APDCL are not that
good with the consumers. The consumers’ satisfactory level is average and below
requires to be improved. Consumers are to be educated on the existence of CGRF,
Ombudsman and their functions in redressal of grievances of consumers and

Standards of Performance set by the Commission.

The service to consumers in attending the complaints has to be improved in the

circle.
**  Consumer’s Suggestions
Mongoldoi Circle
a. Shipajhar Sub Division

Accurate Meter Reading and correct billing with adequate time in delivering
the bills

b. Mangaldoi Sub Division-I

No comments

c. Tangla Sub Division

Revenue collection centres may be increased

d. Majbat Sub Division
Improvement is needed

12.5.8 North Lakhimpur

S. No. Particulars
1 Circle North Lakhimpur
2 Number of Consumers
Urban 295
Rural 597
Total 892
3 Consumer Category
a Jeevandhara 213
b Domestic — A 605
C Domestic—B 1
d Commercial 64
e Industrial 3
f Others 6
4 Type of Meters
a Electromechanical 13
b Electronic 879
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5 Status of Meters

a Working 861

b Defective 31

6 Number of complaints made and redressed in Yes No
time or not

Fuse of Call 442

Supply Failure due to Line Breakdown 425

Supply Failure due to Damaged Service Line 13

|0 |T|lw
WININW

Supply Failure due to Failure of Distribution 36
Transformer

(0]
o

Defective/Meter replacement 4

—
(¥, ]

Billing related complaint 8

7 Awareness of consumers

Existence of CGRF

Standards of Performance fixed by Commission

Existence of Ombudsman

Q0 |T|w

Compensation for inefficient service

8 Number of Consumers approached CGRF

9 Response of Forum

10 Appeal to Ombudsman

O|OONIR(FR RN

11 No of Consumers received compensation

12 Accidents

No of Accidents occurred 0

Nature of Accidents -

No of cases claimed compensation -

Q0O |T|w

No of cases where compensation paid -

13 (a) Awareness of Energy efficient equipment 676

13 (b) Provision of standby suppaly DG Sets / Invertors 396

14 Consumer overall perception and satisfaction
level (Electricity Availability)

a) Excellent 1

b) | Good 62

) Average 569

d) Poor 222

e) | Very Poor 38

15 Overall Image of APDCL

a) Excellent 3

b) | Good 514

) Average 301

d) Poor 73

e) | Very Poor 1

Summary of Consumer Feedback in North Lakhimpur Circle

The survey conducted on the functioning and effectiveness of existing consumer
grievance redressal mechanism and compliance by the licensee of the standards of

performance set by the Commission covers about 892 consumers in North
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Lakhimpur Circle. About 67% of consumers are Rural, about 68% of consumers are
Domestic — A and 24% are Jeevandhara. The meters installed are mostly electronic
meters (98.50%) and of which (96.50%) are working. This shows that energy
supplied to the consumers is properly measured. The consumer grievances mostly
are power supply related and attended fairly in time set in SoP. A number of
consumers have provision of standby supply-diesel generator sets / invertors. This

shows the consumers do not have continuous power supply.

Only two consumers are aware of existence of CGRF and one of Ombudsman
constituted to redress the grievances of consumers and also about of the Standards
of Performance fixed by the Commission to attend the consumer grievances. There

are no accidents to the knowledge of consumers surveyed.

The consumer overall perception and satisfactory level on the availability of power

supply is as below:

Excellent : 1 0%
Good : 62 7%
Average : 569 64%
Poor : 222 25%
Very Poor : 38 4%

The overall image of APDCL before the consumer is:

Excellent : 3 0%
Good : 514 58%
Average : 301 34%
Poor : 73 8%
Very Poor : 1 0%

The consumers are required to be educated on the existence of CGRF and
Ombudsman and their functions in redressal of grievances of consumers and
Standards of Performance set by the Commission. The service to consumers in

attending to the complaints of the consumers has also to be improved in the circle.

The consumer satisfaction level is not that good. This has to be improved by

improving quality of supply to consumer.
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** Consumer’s Suggestions

North Lakhimpur Circle

a. North Lakhimpur Sub Division
24x7 power supply needed
Load shedding schedule should be fixed and informed to the consumers in
advance
Reduction in load shedding
Increase in collection counters
Tariff is high. It should be reduced

b.  Nowboichu Sub Division
24 hours supply should be provided
Bill should be given on time
Improvement in supply of electricity is needed
Service should be improved in rural areas
Man power is not sufficient
Per unit rate of electricity should be reduced

Awareness camp should be arranged in rural areas

c. Chilapathar Sub Division

Power supply should be regular and voltage should be increased

d. Jorai Sub Division

24 hours of supply should be provided

12.5.9 Badarpur

S. No. Particulars
1 Circle Badarpur
2 Number of Consumers
Urban 150
Rural 761
Total 911
3 Consumer Category
a | Jeevandhara 195
b | Domestic— A 576
¢ | Domestic—B 2
d | Commercial 115
e | Industrial 5
f | Others 18
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Type of Meters

Electromechanical

102

Electronic

801+8 (prepaid)

Status of Meters

Working

857

Defective

54

Number of complaints made and redressed in time
or not

Yes

No

Fuse of Call

61

374

Supply Failure due to Line Breakdown

59

383

Supply Failure due to Damaged Service Line

66

350

Q0o |T|w

Supply Failure due to Failure of Distribution
Transformer

72

363

)

Defective/Meter replacement

32

250

—h

Billing related complaint

30

247

Awareness of consumers

Existence of CGRF

Standards of Performance fixed by Commission

Existence of Ombudsman

Q0 |T|w

Compensation for inefficient service

Number of Consumers approached CGRF

Response of Forum

10

Appeal to Ombudsman

11

No of Consumers received compensation

OO OWIRLR NRIN

12

Accidents

No of Accidents occurred

Nature of Accidents

No of cases claimed compensation

o (0 |T|w

No of cases where compensation paid

13 (a)

Awareness of Energy efficient equipment

13 (b)

Provision of standby supply DG Sets / Invertors

14

Consumer overall perception and satisfaction level
(Electricity Availability)

Excellent

Good

Average

515

Poor

322

Very Poor

69

15

Overall Image of APDCL

Excellent

Good

28

Average

505

Poor

353

Very Poor

22
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Summary of Consumer Feedback in Badarpur Circle

The survey conducted on the functioning and effectiveness of existing consumer
grievance redressal mechanism and compliance by the licensee of the standards of
performance set by the Commission covers about 911 consumers in Badarpur Circle.
About 84% of consumers are Rural, about 63% of consumers are Domestic — A and
21% are Jeevandhara. The meters installed are mostly electronic meters (88%) and
of which 94% are working. This shows that energy supplied to the consumers is
properly measured. The consumer grievances mostly are power supply related and
seems to be not attended in time set in SoP. A number of consumers have
provision of standby supply-diesel generator sets / invertors. This shows the

consumers do not have continuous power supply.

Only two consumers are aware of existence of CGRF and of Ombudsman
constituted to redress the grievances of consumers and one consumer of the
Standards of Performance fixed by the Commission to attend the consumer
grievances. There are no accidents to the knowledge of consumers surveyed.
Consumer overall perception and satisfactory level on the availability of power

supply is as below:

Excellent : 1 0%
Good : 4 0%
Average : 515 57%
Poor i 322 35%
Very Poor : 69 8%

The overall image of APDCL before the consumer is:

Excellent : 3 0%
Good : 28 3%
Average : 505 55%
Poor : 353 39%
Very Poor : 22 2%

The consumers are required to be educated on the existence of CGRF and
Ombudsman and their functions in redressal of grievances of consumers and
Standards of Performance set by the Commission. The service to consumers in

attending to the complaints of the consumers has also to be improved in the circle.
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The satisfaction level of consumers and the image of APDCL is not that good in the
eyes of consumer. Better service has to be provided to consumer who are

predominantly rural.

Consumer’s Suggestions

Badarpur Circle
a. Badarpur Sub Division
Overall improvement is needed
Reduction in load shedding especially in the summer
24 hours of supply is needed
b. Ramkrishna Nagar Sub Division
Reduction in power cut during summer
Overall improvement is needed
c. Karimganj Sub Division
Overall improvement is needed
d.  Hailakandi Sub Division
Reduction in load shedding during summer
High per unit rate of electricity
Overall improvement is needed

12.5.10 Bongaigaon

S. No. Particulars
1 Circle Bongaigaon
2 Number of Consumers
Urban 286
Rural 465
Total 751
3 Consumer Category
a | Jeevandhara 189
b | Domestic— A 511
c | Domestic—B 1
d | Commercial 34
e | Industrial 10
f | Others 6
4 Type of Meters
a | Electromechanical 23
b | Electronic 728
5 Status of Meters
a | Working 653
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b | Defective 98

6 Number of complaints made and redressed in time Yes No
or not

Fuse of Call 174 215

Supply Failure due to Line Breakdown 171 140

Supply Failure due to Damaged Service Line 155 114

o |0 |T|w

Supply Failure due to Failure of Distribution 159 149
Transformer

(0]

Defective/Meter replacement 10 27

-

Billing related complaint 89 64

7 Awareness of consumers

Existence of CGRF 12

Standards of Performance fixed by Commission

Existence of Ombudsman

Q0 |T|w

Compensation for inefficient service

b OW

8 Number of Consumers approached CGRF

9 Response of Forum

10 Appeal to Ombudsman

11 No of Consumers received compensation

12 Accidents

No of Accidents occurred

Nature of Accidents

No of cases claimed compensation

Q0O |T|w

No of cases where compensation paid

13 (a) Awareness of Energy efficient equipment 518

13 (b) Provision of standby supply DG Sets / Invertors 270

14 Consumer overall perception and satisfaction level
(Electricity Availability)

a) | Excellent 1

b) | Good 178

c) | Average 354

d) | Poor 101

e) | Very Poor 117

15 Overall Image of APDCL

a) | Excellent 0

b) | Good 233

c) | Average 260

d) | Poor 196

e) | Very Poor 62

Summary of Consumer Feedback in Bongaigaon Circle

The survey conducted on the functioning and effectiveness of existing consumer
grievance redressal mechanism and compliance by the licensee of the standards of
performance set by the Commission covers about 751 consumers in Bongaigaon
Circle. About 62% of consumers are Rural, about 68% of consumers are Domestic —

A and 25% are Jeevandhara. The meters installed are mostly electronic meters
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(97%) and of which 87% are working. This shows that energy supplied to the
consumers is not properly measured. The consumer grievances mostly are power
supply related and not attended fairly in time set in SoP. A number of consumers
have provision of standby supply-diesel generator sets / invertors. This shows the

consumers do not have continuous power supply.

Only twelve consumers are aware of existence of CGRF and nine of Ombudsman
constituted to redress the grievances of consumers and three consumers of the
Standards of Performance fixed by the Commission to attend the consumer

grievances. There are no accidents to the knowledge of consumers surveyed.

The consumer overall perception and satisfactory level on the availability of power

supply is as below:

Excellent : 1 0%
Good . 178 24%
Average : 354 47%
Poor : 101 13%
Very Poor : 117 16%

The overall image of APDCL before the consumer is:

Excellent : 0 0%
Good : 233 31%
Average : 260 35%
Poor : 196 26%
Very Poor : 62 8%

The consumers are required to be educated on the existence of CGRF and
Ombudsman and their functions in redressal of grievances of consumers and

Standards of Performance set by the Commission.

The service to consumers in attending to the complaints has also to be improved in

the circle.

The satisfaction level of consumers who are mostly rural is not good.

79



Consumer’s Suggestions

Bongaigaon Circle

a. Goalpara Sub Division

High per unit rate of electricity

Overall improvement is required

b. Lakhipur Sub Division

No prior intimation is given to the consumers regarding load shedding

Needs overall improvement

c. Abhayapuri Sub Division

24 hours supply of electricity is required

Response of the SDO is very poor

Transformers should be upgraded according to the load or the number of

consumers

Lack of adequate manpower

12.5.11 Golaghat

S. No. Particulars
1 Circle Golaghat
2 Number of Consumers
Urban 51
Rural 285
Total 336
3 Consumer Category
a | Jeevandhara 128
b | Domestic— A 188
c | Domestic—B 1
d | Commercial 16
e | Industrial 0
f | Others 3
4 Type of Meters
a | Electromechanical 6
b | Electronic 330
5 Status of Meters
a | Working 311
b | Defective 25
6 Number of complaints made and redressed in time Yes No
or not
a | Fuse of Call 42 1
b | Supply Failure due to Line Breakdown 1 0
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¢ | Supply Failure due to Damaged Service Line 1 0
d | Supply Failure due to Failure of Distribution 1 0
Transformer
e | Defective/Meter replacement 1 0
f | Billing related complaint 24 1
7 Awareness of consumers
a | Existence of CGRF 1
b | Standards of Performance fixed by Commission 1
¢ | Existence of Ombudsman 0
d | Compensation for inefficient service 0
8 Number of Consumers approached CGRF 0
9 Response of Forum -
10 Appeal to Ombudsman -
11 No of Consumers received compensation -
12 Accidents
a | No of Accidents occurred 3
b | Nature of Accidents -
¢ | No of cases claimed compensation 0
d | No of cases where compensation paid 0
13 (a) Awareness of Energy efficient equipment 294
13 (b) Provision of standby supply DG Sets / Invertors 165
14 Consumer overall perception and satisfaction level
(Electricity Availability)
a) | Excellent 0
b) | Good 46
c) | Average 211
d) | Poor 79
e) | Very Poor 0
15 Overall Image of APDCL
a) | Excellent 0
b) | Good 63
c) | Average 213
d) | Poor 59
e) | Very Poor 1

Summary of Consumer Feedback in Golaghat Circle

The survey conducted on the functioning and effectiveness of existing consumer
grievance redressal mechanism and compliance by the licensee of the standards of
performance set by the Commission covers about 336 consumers in Golaghat
Circle. About 85% of consumers are Rural, about 56% of consumers are Domestic —
A and 38% are Jeevandhara. The meters installed are mostly electronic meters
(98%) and of which 93% are working. This shows that energy supplied to the
consumers is properly measured. The consumer grievances mostly are power

supply related and attended fairly in time set in SoP. A number of consumers have
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provision of standby supply-diesel generator sets / invertors. This shows the

consumers do not have continuous power supply.

Only one consumer is aware of existence of CGRF and none of Ombudsman
constituted to redress the grievances of consumers and one consumer of the
Standards of Performance fixed by the Commission to attend the consumer
grievances. There are three accidents to the knowledge of consumers surveyed.
Consumer overall perception and satisfactory level on the availability of power

supply is as below:

Excellent : 0 0%
Good : 46 14%
Average 211 63%
Poor : 79 24%
Very Poor : 0 0%

The overall image of APDCL before the consumer is:

Excellent : 0 0%
Good : 63 19%
Average : 213 63%
Poor : 59 18%
Very Poor : 1 0%

The consumers are required to be educated on the existence of CGRF and
Ombudsman and their functions in redressal of grievances of consumers and
Standards of Performance set by the Commission. The service to consumers in
attending to the complaints of the consumers has also to be improved in the circle as

the consumer satisfaction level is not that good.

Consumer’s Suggestions
Golaghat Circle

Golaghat Sub Division-I
Tariff rate should be reduced

Prior intimation of load shedding should be given
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b. Golaghat Sub Division-II
Overall improvement in the services is required

Per unit rate of electricity should be reduced

12.5.12 Guwahati-Il

S. No. Particulars
1 Circle Guwabhati-Il
2 Number of Consumers
Urban 205
Rural 657
Total 862
3 Consumer Category
a | Jeevandhara 96
b | Domestic— A 705
¢ | Domestic—B 8
d | Commercial 48
e | Industrial 3
f | Others 2
4 Type of Meters
a | Electromechanical 25
b | Electronic 836+7(prepaid)
5 Status of Meters
a | Working 847
b | Defective 15
6 Number of complaints made and redressed in time Yes No
or not
a | Fuse of Call 95 27
b | Supply Failure due to Line Breakdown 39 20
¢ | Supply Failure due to Damaged Service Line 29 5
d | Supply Failure due to Failure of Distribution 21 27
Transformer
e | Defective/Meter replacement 40 5
f | Billing related complaint 14 11
7 Awareness of consumers
a | Existence of CGRF 24
b | Standards of Performance fixed by Commission 17
¢ | Existence of Ombudsman 8
d | Compensation for inefficient service 11
8 Number of Consumers approached CGRF 0
9 Response of Forum -
10 Appeal to Ombudsman -
11 No of Consumers received compensation -
12 Accidents
a | No of Accidents occurred 5
b | Nature of Accidents -
¢ | No of cases claimed compensation -
d | No of cases where compensation paid -
13 (a) Awareness of Energy efficient equipment 404
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13 (b) Provision of standby supply DG Sets / Invertors 207
14 Consumer overall perception and satisfaction level
(Electricity Availability)
a) | Excellent 5
b) | Good 225
c) | Average 517
d) | Poor 115
e) | Very Poor 0
15 Overall Image of APDCL
a) | Excellent 5
b) | Good 175
c) | Average 662
d) | Poor 19
e) | Very Poor 1

Summary of Consumer Feedback in Guwahati-ll Circle

The survey conducted on the functioning and effectiveness of existing consumer
grievance redressal mechanism and compliance by the licensee of the standards of
performance set by the Commission covers about 862 consumers in Guwahati-Il
Circle. About 74% of consumers are Rural, about 82% of consumers are Domestic —
A and 11% are Jeevandhara. The meters installed are mostly electronic meters
(97%) and of which 98% are working. This shows that energy supplied to the
consumers is properly measured. The consumer grievances mostly are power
supply related and all are not attended in time set in SoP. A number of consumers
have provision of standby supply-diesel generator sets / invertors. This shows the

consumers do not have continuous power supply.

Only twenty four consumers are aware of existence of CGRF and eight of
Ombudsman constituted to redress the grievances of consumers and seventeen
consumers of the Standards of Performance fixed by the Commission to attend the
consumer grievances. There are five accidents to the knowledge of consumers

surveyed.

The consumer overall perception and satisfactory level on the availability of power

supply is as below:
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Excellent : 5 1%

Good . 225 26%
Average : 517 60%
Poor : 115 13%
Very Poor : 0 0%

The overall image of APDCL before the consumer is:

Excellent : 5 1%
Good : 175 20%
Average : 662 77%
Poor : 19 2%
Very Poor : 1 0%

The consumers are required to be educated on the existence of CGRF and
Ombudsman and their functions in redressal of grievances of consumers and
Standards of Performance set by the Commission. The service to consumers in

attending to the complaints of the consumers has also to be improved in the circle.

Consumer’s Suggestions

Guwahati-ll Circle
a. Guwalkuchi Sub Division
Quality power supply with better service is desired
Interruptions in power supply to be reduced
Unit rate needs to be decreased
Transfer from Franchisee to APDCL

Load shedding / power cut should be minimized

b. Jalukbari Sub Division
Intimation of load shedding to be given in advance

Transparency in procedure involved in grievances redressal to be improved

c. Mirza Sub Division
Unit rate to be reduced
Voltage fluctuations and low voltages are to be reduced
Frequent power failures are to be avoided

Behaviour of staff to be improved
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d. Hazo Sub Division

Power theft should be minimized

Appoint required man power for distribution company

Information about power cut to be given in advance

Rate per unit is to be reduced

12.5.13 Tejpur

S. No. Particulars
1 Circle Tezpur
2 Number of Consumers
Urban 528
Rural 279
Total 807
3 Consumer Category
a | Jeevandhara 122
b | Domestic— A 545
c | Domestic—B 1
d | Commercial 110
e | Industrial 11
f | Others 18
4 Type of Meters
a | Electromechanical 194
b | Electronic 612+1 (prepaid)
5 Status of Meters
a | Working 765
b | Defective 42
6 Number of complaints made and redressed in time Yes No
or not
a | Fuse of Call 645 10
b | Supply Failure due to Line Breakdown 631 4
¢ | Supply Failure due to Damaged Service Line 550 4
d | Supply Failure due to Failure of Distribution 605 11
Transformer
e | Defective/Meter replacement 399 13
f | Billing related complaint 520 17
7 Awareness of consumers
a | Existence of CGRF 207
b | Standards of Performance fixed by Commission 163
¢ | Existence of Ombudsman 163
d | Compensation for inefficient service 159
8 Number of Consumers approached CGRF 8
9 Response of Forum 7
10 Appeal to Ombudsman 4
11 No of Consumers received compensation 1
12 Accidents
a | No of Accidents occurred 8
b | Nature of Accidents -
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¢ | No of cases claimed compensation 7
d | No of cases where compensation paid 5
13 (a) Awareness of Energy efficient equipment 396
13 (b) Provision of standby supply DG Sets / Invertors 445
14 Consumer overall perception and satisfaction level
(Electricity Availability)
a) | Excellent 17
b) | Good 554
c) | Average 233
d) | Poor 2
e) | Very Poor 1
15 Overall Image of APDCL
a) | Excellent 7
b) | Good 617
c) | Average 173
d) | Poor 9
e) | Very Poor 1

Summary of Consumer Feedback in Tejpur Circle

The survey conducted on the functioning and effectiveness of existing consumer
grievance redressal mechanism and compliance by the licensee of the standards of
performance set by the Commission covers about 807 consumers in Tejpur Circle.
About 35% of consumers are Rural, about 68% of consumers are Domestic — A and
15% are Jeevandhara. The meters installed are mostly electronic meters (76%) and
of which 95% are working. This shows that energy supplied to the consumers is
properly measured. The consumer grievances mostly are power supply related and
attended fairly in time set in SoP. A number of consumers have provision of
standby supply-diesel generator sets / invertors. This shows the consumers do not

have continuous power supply.

Two hundred and seven consumers are aware of existence of CGRF and one
hundred and sixty three of Ombudsman constituted to redress the grievances of
consumers and one hundred and sixty three consumers of the Standards of
Performance fixed by the Commission to attend the consumer grievances. There

are seven accidents to the knowledge of consumers surveyed.

The consumer overall perception and satisfactory level on the availability of power

supply is as below:
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Excellent : 17 2%

Good : 554 69%
Average . 233 29%
Poor : 2 0%
Very Poor : 1 0%

The overall image of APDCL before the consumer is:

Excellent : 7 1%
Good : 617 76%
Average : 173 22%
Poor : 9 1%
Very Poor : 1 0%

The consumers are required to be educated on the existence of CGRF and
Ombudsman and their functions in redressal of grievances of consumers and
Standards of Performance set by the Commission. The service to consumers in

attending to the complaints of the consumers has also to be improved in the circle.

Consumer’s Suggestions

Tezpur Circle
a. Chariali Sub Division

Time to time load verification should be done

Frequent inspection of commercial and domestic lines

Penalty for consumers found without any meters in their premises
b. Sootea Sub Division

Theft should be controlled in rural areas

¢. Rangapara Sub Division
There should be more staff/ officers for more accurate, better and timely work

Reduction in high per unit rate of electricity

d. Tezpur Sub Division-I
More number of cash counters
Improvement in hours of supply
Call center should be equipped with more manpower in every sub division

Reduction in load shedding during summer
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e. Tezpur Sub Division-II

Improvement in hours of supply

Proper and timely distribution of bills of the consumers

12.5.14 Sibsagar

S. No.

Particulars

1

Circle

Sivsagar

2

Number of Consumers

Urban
Rural
Total

426
375
801

Consumer Category

Jeevandhara

34

Domestic— A

633

Domestic— B

Commercial

123

Industrial

-~ |0 QO T |

Others

Type of Meters

Q

Electromechanical

Electronic

795

Status of Meters

Working

784

Defective

17

Number of complaints made and redressed in time
or not

Yes

No

Fuse of Call

244

21

Supply Failure due to Line Breakdown

235

11

Supply Failure due to Damaged Service Line

74

Q0o |T|ow

Supply Failure due to Failure of Distribution
Transformer

50

(0]

Defective/Meter replacement

13

—h

Billing related complaint

12

24

Awareness of consumers

Existence of CGRF

Standards of Performance fixed by Commission

Existence of Ombudsman

Q0O |T|w

Compensation for inefficient service

Number of Consumers approached CGRF

Response of Forum

10

Appeal to Ombudsman

11

No of Consumers received compensation

12

Accidents

No of Accidents occurred

Nature of Accidents

No of cases claimed compensation

Q0O |T|w

No of cases where compensation paid
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13 (a) Awareness of Energy efficient equipment 757
13 (b) Provision of standby supply DG Sets / Invertors 436
14 Consumer overall perception and satisfaction level
(Electricity Availability)
a) | Excellent 0
b) | Good 4
c) | Average 652
d) | Poor 141
e) | Very Poor 4
15 Overall Image of APDCL
a) | Excellent 0
b) | Good 5
c) | Average 584
d) | Poor 208
e) | Very Poor 4

Summary of Consumer Feedback in Sibsagar Circle

The survey conducted on the functioning and effectiveness of existing consumer
grievance redressal mechanism and compliance by the licensee of the standards of
performance set by the Commission covers about 801 consumers in Sibsagar Circle.
About 47% of consumers are Rural, about 79% of consumers are Domestic — A and
4% are Jeevandhara. The meters installed are mostly electronic meters (99%) and
of which 98% are working. This shows that energy supplied to the consumers is
properly measured. The consumer grievances mostly are power supply related and
attended fairly in time set in SoP. A number of consumers have provision of
standby supply-diesel generator sets / invertors. This shows the consumers do not
have continuous power supply. The response to the complaints relating to

defective meters and bills revision is found to be not good.

Only ten consumers are aware of existence of CGRF and four consumers of
Ombudsman constituted to redress the grievances of consumers and thirteen
consumers of the Standards of Performance fixed by the Commission to attend the
consumer grievances. There are no accidents to the knowledge of consumers

surveyed.

The consumer overall perception and satisfactory level on the availability of power

supply is as below:
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Excellent : 0 0%

Good : 4 0%
Average : 652 81%
Poor : 141 18%
Very Poor : 4 0%

The overall image of APDCL before the consumer is:

Excellent : 0 0%
Good : 5 1%
Average : 584 73%
Poor : 208 26%
Very Poor : 4 0%

The consumers are required to be educated on the existence of CGRF and

Ombudsman and their functions in redressal of grievances of consumers and

Standards of Performance set by the Commission. The service to consumers in

attending to the complaints of the consumers has also to be improved in the circle.

Consumer’s Suggestions

Sibsagar Circle

a. Sibsagar Sub Division-I
Improvement in services is needed
24 hours power supply is required
Reduction in power cut during summer

There should not be any error in the bill distributed to the consumers

b. Charaideo Sub Division
Minimisation of load shedding during summer
Improvement in services is needed

24 hours power supply is required

c. Gaurisagar Sub Division
Minimisation of load shedding during summer

Improvement in services is needed



d. Demow Sub Division

Reduction in load shedding

Improvement in services is needed

24 hours power supply is required

12.5.15 Barpeta

S. No.

Particulars

1

Circle

Barpeta

2

Number of Consumers

Urban
Rural
Total

142
518
660

Consumer Category

Jeevandhara

250

Domestic— A

386

Domestic— B

0

Commercial

17

Industrial

3

-~ |0 | |0 |T |

Others

4

Type of Meters

Q

Electromechanical

407+9 (prepaid)

Electronic

244

Status of Meters

Working

621

Defective

39

Number of complaints made and redressed in time

or not

Yes

No

Fuse of Call

18

108

Supply Failure due to Line Breakdown

125

Supply Failure due to Damaged Service Line

125

Q0O |T|w

Supply Failure due to Failure of Distribution
Transformer

96

)

Defective/Meter replacement

125

—h

Billing related complaint

125

Awareness of consumers

Existence of CGRF

Standards of Performance fixed by Commission

Existence of Ombudsman

o |0 |T|w

Compensation for inefficient service

Number of Consumers approached CGRF

Response of Forum

o000 |0

10

Appeal to Ombudsman

11

No of Consumers received compensation

12

Accidents

No of Accidents occurred

Nature of Accidents
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¢ | No of cases claimed compensation -
d | No of cases where compensation paid -
13 (a) Awareness of Energy efficient equipment 485
13 (b) Provision of standby supply DG Sets / Invertors 5
14 Consumer overall perception and satisfaction level
(Electricity Availability)
a) | Excellent 0
b) | Good 1
c) | Average 620
d) | Poor 14
e) | Very Poor 25
15 Overall Image of APDCL
a) | Excellent 0
b) | Good 137
c) | Average 483
d) | Poor 14
e) | Very Poor 26

Summary of Consumer Feedback in Barpeta Circle

The survey conducted on the functioning and effectiveness of existing consumer
grievance redressal mechanism and compliance by the licensee of the standards of
performance set by the Commission covers about 660 consumers in Barpeta Circle.
About 78% of consumers are Rural, about 58% of consumers are Domestic — A and
38% are Jeevandhara. The meters installed are only 37% electronic and 94% of the
meters are working. All the Electromechanical meters to be replaced with
electronic meters. This shows that energy supplied to the consumers is not
properly measured. The consumer grievances mostly are power supply related and

are not attended in time set in SoP.

None of the consumers are aware of existence of CGRF and Ombudsman
constituted to redress the grievances of consumers and of the Standards of
Performance fixed by the Commission to attend the consumer grievances. There

are no accidents to the knowledge of consumers surveyed.

The consumer overall perception and satisfactory level on the availability of power

supply is as below:
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Excellent : 0 (0%)

Good : 1 (0%)
Average : 620 (94%)
Poor : 14 (2%)
Very Poor : 25 (4%)

The overall image of APDCL before the consumer is:

Excellent : 0 (0%)
Good : 137 (21%)
Average : 483 (73%)
Poor : 14 (2%)
Very Poor : 26 (4%)

The consumers are required to be educated on the existence of CGRF and
Ombudsman and their functions in redressal of grievances of consumers and
Standards of Performance set by the Commission. The service to consumers in
attending to the complaints of the consumers has also to be improved in the circle.

The balance electro-mechanical meters to be replaced with electronic meters.

Consumer’s Suggestions

Barpeta Circle
a. Pathshala Sub Division

Overall improvement in the services is required

b. Barpeta Sub Division
High per unit rate of electricity should be reduced

Overall improvement in the services is required

c. Barpeta Road Sub Division
Improvement is required in the overall services

More number of cash collection counters

d. Baroma Sub Division

Improvement is required in the overall services
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12.5.16 Dibrugarh

S. No. Particulars
1 Circle Dibrugarh
2 Number of Consumers
Urban 224
Rural 174
Total 398
3 Consumer Category
a | Jeevandhara 31
b | Domestic— A 232
c | Domestic—B 2
d | Commercial 20
e | Industrial 4
f | Others 9
4 Type of Meters
a | Electromechanical 8
b | Electronic 390
5 Status of Meters
a | Working 389
b | Defective 9
6 Number of complaints made and redressed in time Yes No
or not
a | Fuse of Call 99 59
b | Supply Failure due to Line Breakdown 60 100
¢ | Supply Failure due to Damaged Service Line 46 37
d | Supply Failure due to Failure of Distribution 182 14
Transformer
e | Defective/Meter replacement 43 38
f | Billing related complaint 51 34
7 Awareness of consumers
a | Existence of CGRF 61
b | Standards of Performance fixed by Commission 24
¢ | Existence of Ombudsman 24
d | Compensation for inefficient service 15
8 Number of Consumers approached CGRF 2
9 Response of Forum -
10 Appeal to Ombudsman 0
11 No of Consumers received compensation 0
12 Accidents
a | No of Accidents occurred 5
b | Nature of Accidents -
¢ | No of cases claimed compensation 0
d | No of cases where compensation paid 0
13 (a) Awareness of Energy efficient equipment 237
13 (b) Provision of standby supply DG Sets / Invertors 111
14 Consumer overall perception and satisfaction level
(Electricity Availability)
a) | Excellent 2
b) | Good 283
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c) | Average 92
d) | Poor 18
e) | Very Poor 3
15 Overall Image of APDCL
a) | Excellent 3
b) | Good 215
c) | Average 157
d) | Poor 17
e) | Very Poor 6

Summary of Consumer Feedback in Dibrugarh Circle

The survey conducted on the functioning and effectiveness of existing consumer
grievance redressal mechanism and compliance by the licensee of the standards of
performance set by the Commission covers about 398 consumers in Dibrugarh
Circle. About 44% of consumers are Rural, about 83% of consumers are Domestic —
A and 8% are Jeevandhara. The meters installed are mostly electronic meters (98%)
and of which 98% are working. This shows that energy supplied to the consumers is
properly measured. The consumer grievances mostly are power supply related and
response to the complaints not that good. A number of consumers have provision
of standby supply-diesel generator sets / invertors. This shows the consumers do

not have continuous power supply.

Only sixty one consumers are aware of existence of CGRF and twenty four
consumers of Ombudsman constituted to redress the grievances of consumers and
also twenty four consumers of the Standards of Performance fixed by the
Commission to attend the consumer grievances. There are five accidents to the

knowledge of consumers surveyed.

The consumer overall perception and satisfactory level on the availability of power

supply is as below:

Excellent : 2 (1%)
Good : 283 (71%)
Average : 92 (23%)
Poor : 18 (5%)
Very Poor : 3 (1%)
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The overall image of APDCL before the consumer is:

Excellent 3 (1%)
Good 215 (54%)
Average 157 (39%)
Poor 17 (4%)
Very Poor 6 (2%)

The consumers are required to be educated on the existence of CGRF and
Ombudsman and their functions in redressal of grievances of consumers and
Standards of Performance set by the Commission. The service to consumers in

attending to the complaints of the consumers has also to be improved in the circle.

Consumer’s Suggestions

Dibrugarh Circle
a. Dibrugarh Sub Division-I
24 hours of supply is required

High per unit rate of electricity

b. Dibrugarh Sub Division-I
Meter readers should take proper meter reading
High per unit rate of electricity

12.5.17 Jorhat

S. No. Particulars
1 Circle Jorhat
2 Number of Consumers
Urban 283
Rural 617
Total 900
3 Consumer Category
a | Jeevandhara 172
b | Domestic— A 610
¢ | Domestic—B 11
d | Commercial 91
e | Industrial 2
f | Others 14
4 Type of Meters
a | Electromechanical 22
b | Electronic 878
5 Status of Meters
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a | Working 832
Defective 68
6 Number of complaints made and redressed in time Yes No
or not
a | Fuse of Call 115 17
b | Supply Failure due to Line Breakdown 29 11
¢ | Supply Failure due to Damaged Service Line 31 11
d | Supply Failure due to Failure of Distribution 44 12
Transformer
e | Defective/Meter replacement 24 10
f | Billing related complaint 113 22
7 Awareness of consumers
a | Existence of CGRF 65
b | Standards of Performance fixed by Commission 54
¢ | Existence of Ombudsman 42
d | Compensation for inefficient service 47
8 Number of Consumers approached CGRF 2
9 Response of Forum 1
10 Appeal to Ombudsman 0
11 No of Consumers received compensation 0
12 Accidents
a | No of Accidents occurred 1
b | Nature of Accidents -
¢ | No of cases claimed compensation -
d | No of cases where compensation paid -
13 (a) Awareness of Energy efficient equipment 720
13 (b) Provision of standby supply DG Sets / Invertors 604
14 Consumer overall perception and satisfaction level
(Electricity Availability)
a) | Excellent 25
b) | Good 238
c) | Average 384
d) | Poor 239
e) | Very Poor 14
15 Overall Image of APDCL
a) | Excellent 1
b) | Good 236
c) | Average 567
d) | Poor 92
e) | Very Poor 4

Summary of Consumer Feedback in Jorhat Circle

The survey conducted on the functioning and effectiveness of existing consumer
grievance redressal mechanism and compliance by the licensee of the standards of
performance set by the Commission covers about 900 consumers in Jorhat Circle.

About 69% of consumers are Rural, about 68% of consumers are Domestic — A and
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19% are Jeevandhara. The meters installed are mostly electronic meters (98%) and
of which 92% are working. This shows that energy supplied to the consumers is
properly measured. The consumer grievances mostly are power supply related and
attended fairly in time set in SoP. A number of consumers have provision of
standby supply-diesel generator sets / invertors. This shows the consumers do not

have continuous power supply.

Only sixty five consumers are aware of existence of CGRF and forty two consumers
of Ombudsman constituted to redress the grievances of consumers and fifty four
consumers of the Standards of Performance fixed by the Commission to attend the
consumer grievances. There is only one accident to the knowledge of consumers

surveyed.

The consumer overall perception and satisfactory level on the availability of power

supply is as below:

Excellent : 25 (3%)
Good . 238 (26%)
Average : 384 (43%)
Poor . 239 (27%)
Very Poor : 14 (2%)

The overall image of APDCL before the consumer is:

Excellent : 1 (0%)
Good : 236 (26%)
Average : 567 (63%)
Poor : 92 (10%)
Very Poor : 4 (0%)

The consumers are required to be educated on the existence of CGRF and
Ombudsman and their functions in redressal of grievances of consumers and
Standards of Performance set by the Commission. The service to consumers in

attending to the complaints of the consumers has also to be improved in the circle.
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Consumer’s Suggestions

Jorhat Circle

a.

Dergaon Sub Division
Per unit rate of electricity is high
Advance intimation of power cut should be given to the consumers

Lack of basic facilities for consumers in the APDCL offices

Titabar Sub Division
Advance intimation of power cut should be given to the consumers
Per unit rate of electricity should be reduced

Voltage fluctuation

Mariani Sub Division
Per unit rate of electricity should be reduced
Overall improvement is required

Poor complaint handling procedure

Jorhat Sub Division-I

Prior intimation of power cut is not given to the consumer
Bills should be delivered on time

Jorhat Sub Division-II

Number of counters for bill collection should be increased
Per unit rate of electricity is on higher side

Overall improvement is required

12.5.18 Kanch

S. No. Particulars
1 Circle Kanch
2 Number of Consumers
Urban 307
Rural 388
Total 695
3 Consumer Category
a | Jeevandhara 46
Domestic— A 505
c | Domestic—B 0
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d | Commercial 134
e | Industrial 10
f | Others 0
4 Type of Meters
a | Electromechanical 32
b | Electronic 662 + 1 (prepaid)
5 Status of Meters
a | Working 501
b | Defective 194
6 Number of complaints made and redressed in time Yes No
or not
a | Fuse of Call 482 96
b | Supply Failure due to Line Breakdown 439 130
¢ | Supply Failure due to Damaged Service Line 313 164
d | Supply Failure due to Failure of Distribution 165 388
Transformer
e | Defective/Meter replacement 59 198
f | Billing related complaint 470 106
7 Awareness of consumers
a | Existence of CGRF 92
b | Standards of Performance fixed by Commission 3
¢ | Existence of Ombudsman 9
d | Compensation for inefficient service 1
8 Number of Consumers approached CGRF 9
9 Response of Forum 9
10 Appeal to Ombudsman -
11 No of Consumers received compensation -
12 Accidents
a | No of Accidents occurred 0
b | Nature of Accidents -
¢ | No of cases claimed compensation -
d | No of cases where compensation paid -
13 (a) Awareness of Energy efficient equipment 573
13 (b) Provision of standby supply DG Sets / Invertors 160
14 Consumer overall perception and satisfaction level
(Electricity Availability)
a) | Excellent 1
b) | Good 159
c) | Average 158
d) | Poor 135
e) | Very Poor 24
15 Overall Image of APDCL
a) | Excellent 1
b) | Good 42
c) | Average 455
d) | Poor 29
e) | Very Poor 168
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Summary of Consumer Feedback in Kanch Circle

The survey conducted on the functioning and effectiveness of existing consumer
grievance redressal mechanism and compliance by the licensee of the standards of
performance set by the Commission covers about 695 consumers in Kanch Circle.
About 56% of consumers are Rural, about 73% of consumers are Domestic — A and
7% are Jeevandhara. The meters installed are mostly electronic meters (95%) and
of which 72% are working. This shows that energy supplied to the consumers is not
properly measured. The consumer grievances mostly are power supply related and
response to the complaints is not that good. A number of consumers have
provision of standby supply-diesel generator sets / invertors. This shows the

consumers do not have continuous power supply.

Only ninety two consumers are aware of existence of CGRF and nine consumers of
Ombudsman constituted to redress the grievances of consumers and three
consumers of the Standards of Performance fixed by the Commission to attend the
consumer grievances. There are no accidents to the knowledge of consumers

surveyed.

The consumer overall perception and satisfactory level on the availability of power

supply is as below:

Excellent : 1 (0%)
Good ;159 (23%)
Average : 158 (23%)
Poor : 135 (19%)
Very Poor : 24 (35%)

The overall image of APDCL before the consumer is:

Excellent : 1 (0%)
Good : 42 (6%)
Average : 455 (65%)
Poor : 29 (4%)
Very Poor : 168 (24%)
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The consumers are required to be educated on the existence of CGRF and
Ombudsman and their functions in redressal of grievances of consumers and
Standards of Performance set by the Commission. The service to consumers in

attending to the complaints of the consumers has also to be improved in the circle.

Consumer’s Suggestions

Kanch Circle

a. Diphu Sub Division-I
Improvement needed in hours of supply
Meter reading is not being done properly
Load shedding is in excess during summer

Wrong billing and response from the staff’s are not satisfactory

b. Bokajan Sub Division

No comments

¢. Howraghat Sub Division
Improvement in power supply is required
High per unit rate of electricity

Response from customer care centre is not satisfactory

12.5.19 Guwahati-I

S. No. Particulars
1 Circle Guwahati-I
2 Number of Consumers
Urban 912
Rural 56
Total 968
3 Consumer Category
a | Jeevandhara 45
b | Domestic— A 595
¢ | Domestic—B 212
d | Commercial 104
e | Industrial 2
f | Others 10
4 Type of Meters
a | Electromechanical 120
b | Electronic 826 + 22
(Prepaid)
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5 Status of Meters

a | Working 960
b | Defective 8
6 Number of complaints made and redressed in time Yes No
or not
a | Fuse of Call 432 57
b | Supply Failure due to Line Breakdown 266 30
¢ | Supply Failure due to Damaged Service Line 185 16
d | Supply Failure due to Failure of Distribution 222 132
Transformer
e | Defective/Meter replacement 127 21
f | Billing related complaint 251 62
7 Awareness of consumers
a | Existence of CGRF 140
b | Standards of Performance fixed by Commission 111
¢ | Existence of Ombudsman 81
d | Compensation for inefficient service 60
8 Number of Consumers approached CGRF 6
9 Response of Forum
10 Appeal to Ombudsman -
11 No of Consumers received compensation -
12 Accidents
a | No of Accidents occurred 1
b | Nature of Accidents -
¢ | No of cases claimed compensation -
d | No of cases where compensation paid -
13 (a) Awareness of Energy efficient equipment 743
13 (b) Provision of standby supply DG Sets / Invertors 569
14 Consumer overall perception and satisfaction level
(Electricity Availability)
a) | Excellent 11
b) | Good 531
c) | Average 386
d) | Poor 35
e) | Very Poor 5
15 Overall Image of APDCL
a) | Excellent 5
b) | Good 353
c) | Average 534
d) | Poor 68
e) | Very Poor 8

Summary of Consumer Feedback in Guwahati-I Circle

The survey conducted on the functioning and effectiveness of existing consumer
grievance redressal mechanism and compliance by the licensee of the standards of

performance set by the Commission covers about 968 consumers in Guwahati-I
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Circle. About 6% of consumers are Rural, about 61% of consumers are Domestic — A
and 5% are Jeevandhara. The meters installed are mostly electronic meters (85%)
and of which 99% are working. This shows that energy supplied to the consumers is
properly measured. The consumer grievances mostly are power supply related and
attended fairly in time set in SoP. A number of consumers have provision of
standby supply-diesel generator sets / invertors. This shows the consumers do not

have continuous power supply.

Only one hundred and forty consumers are aware of existence of CGRF and eighty
one consumers of Ombudsman constituted to redress the grievances of consumers
and one hundred and eleven consumers of the Standards of Performance fixed by
the Commission to attend the consumer grievances. There is only one accident to

the knowledge of consumers surveyed.

The consumer overall perception and satisfactory level on the availability of power

supply is as below:

Excellent : 11 (1%)
Good : 531 (55%)
Average : 386 (40%)
Poor : 35 (4%)
Very Poor : 5 (1%)

The overall image of APDCL before the consumer is:

Excellent : 5 (1%)
Good : 353  (36%)
Average : 534 (55%)
Poor : 68 (7%)
Very Poor : 8 (1%)

The consumers are required to be educated on the existence of CGRF and
Ombudsman and their functions in redressal of grievances of consumers and
Standards of Performance set by the Commission. The service to consumers in

attending to the complaints of the consumers has also to be improved in the circle.
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Consumer’s Suggestions

Guwahati-I Circle

a.

Chandmari Sub Division

Improvement in meter reading and bill distribution
Reduction in voltage fluctuation

More number of collection counters

Per unit rate of electricity is high

Kalapahar Sub Division
Timely delivery of bills
Speedy attention and restoration of faults

More number of collection counters

Basistha Sub Division
Reduction in per unit rate
Late payment charges should be reduced

Need overall improvement in the services

Ulubari Sub Division
Increase in bill collection counters
Advance intimation of the load shedding should be given

Uninterrupted supply of power is desired

Zoo Road Sub Division

Separate counters for senior citizen and ladies

High per unit rate of electricity should be reduced

Bill should be delivered on time

Proper meter reading should take place

Sonapur Sub Division

Reduction in per unit rate of electricity

Reduction in transmission and distribution losses in the network

Proper meter reading and bill distribution
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g. Fatashil Sub Division

24 hours supply should be given to the consumers

Overall improvement is desired

Reduction in per unit rate of electricity

More number of cash collection counters

h. Fancy Bazar Sub Division

Behaviour of the staffs is very poor

More number of cash collection counters should be opened

12.6 Consumer Survey Feedback data on Electricity — HT Consumers

Sl. . o
No. Particulars (Nos.) (%)
Total No. of Consumers surveyed 702
3 b) | Category
3 Location
<)
Urban Area 476 68%
Rural Area 226 32%
:) Since how long you have been availing supply
> 10 years 240 34%
<10 Years 462 66%
3 If supply is being availed for more than 10 years did you get
e) your wiring and earthing checked up for safety
Yes 437 62%
No 91 13%
Not Applicable 174 25%
?) Meter type
Mechanical 6 1%
Electronic 696 99%
Pre-paid 0 0%
3 Meter Status
8)
Working 698 99%
Defective 4 1%
:) Whether power supply is made through franchisee
Yes 53 8%
No 649 92%
4 Connected load
0to 0.5 kW 0 0%
0.5 to below 5kW 0 0%
5kW & above 702 100%
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Sl.

1 0,
No. Particulars (Nos.) (%)
5 Are you Aware of existence of
5 a) | Consumer Grievance Redressal Forum (CGRF) in your area
Yes 182 26%
No 520 74%
5b) | Ombudsman
Yes 109 16%
No 593 84%
Standards of Performance (SoP) fixed by AERC against the
5 c) | complaint of Fuse call, low voltage, replacement of defective
meter, new service connection, wrong bill
Yes 70 10%
No 632 90%
The provision of compensation for inefficient service as per
5 d) | SoP against the fuse call, low voltage, replacement of
defective meter, new service connection, wrong bill
Yes 54 8%
No 648 92%
Standards of Performance (SoP) fixed by AERC for redressal
of complaints
6 (Kindly provide your Valuable feedback whether your
grievance was redressed
within the time frame specified in SoP)
Fuse-Off/Fault calls:
6 a) | Cities/Town : 4 hours
Rural Area : 24 hours
Yes 428 61%
No 96 14%
Not Applicable/Not indicated 178 25%
Line breakdown:
Cities/Town : 24 hrs without replacement of Pole
6 b) : 48 hrs with replacement of pole
Rural Area :24 hrs without replacement of Pole
: 72 hrs with replacement of pole
Yes 191 27%
No 25 1%
Not Applicable/Not indicated 486 69%
Complaint about Meters (HT Consumers)
Replacement of stopped/defective meters or related equipments: 7
days after receipt of complaint if meter is in stock, otherwise within 3
6 months
) Replacement cost payable by consumer: 15 days after receipt of
payment if meter is in stock, otherwise within 3 months
Metering equipment required to be supplied by consumer: 30 days
after delivery of metering equipment
Yes 147 21%
No 10 1%
Not Applicable/Not indicated 545 78%
6d) Complaints about Consumer's bill:

Urban Area : 3 days
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Sl.

1 0,
No. Particulars (Nos.) (%)
Rural Area :7 days
Yes 145 21%
No 60 9%
Not Applicable/Not indicated 497 71%
7 Do you visit the website of APDCL
Yes 227 32%
No 475 68%
8 Whether e-payment facility availed
Yes 83 12%
No 619 88%
9 Are you aware of energy saving equipments like LED lamps,
solar lamps/solar heater etc
Yes 682 97%
No 20 3%
10 | Do you have stand by provision like DG set or inverter
Yes 616 88%
No 86 12%
Did you make any representation to the CGRF for non-
11 | response or not being satisfied with the response of DISCOM
on any of the above grievances
Yes 9 1%
No 693 99%
12 | What was the type and response for your complaint
i1)2 Whether your complaint was admitted for enquiry ?
Yes 9 1%
No 0 0%
Not Applicable 693 99%
ill)z Whether your complaint was rejected after enquiry ?
Yes 1 0%
No 8 1%
Not Applicable 693 99%
12 Did the CGRF issue order in response to your complaint,
i) ordering payment of compensation for the inefficient service
or non-response of DISCOM?
Yes 6 1%
No 2 0%
Not Applicable 694 99%
12 | Did you receive any compensation from the DISCOM based
iv) | on CGRF decision?
Yes 2 0%
No 4 1%
Not Applicable 696 99%
13 | If you were not satisfied with decision of CGRF then
i1)3 Did you make any appeal to the Ombudsman ?
Yes 2 0%

109




Sl.

Particulars Nos. %
No. (Nos.) (%)
No 2 0%
Not Applicable 698 99%
|1|$ was the case disposed of by the Ombudsman?
Yes 0 0%
No 4 1%
Not Applicable 698 99%
|1|3 Did you receive any order of the Ombudsman ?
Yes 0 0%
No 0 0%
Not Applicable 702 100%
IIVE; Were you satisfied with the Order ?
Yes 0 0%
No 0 0%
Not Applicable 702 100%
14 | Whether any electrical accident took place at your premises.
Yes 5 1%
No 697 99%
If Yes,
14 . .
a) Whether the accident was major
Yes 3 0%
No 2 0%
Not Applicable 697 99%
Ilo;‘ Whether the accident involved loss of life
Yes 0 0%
No 5 1%
Not Applicable 697 99%
14
o Whether there was loss of property
Yes 3 0%
No 2 0%
Not Applicable 697 99%
14 . .
d) Whether any enquiry made by competent authority
Yes 4 1%
No 1 0%
Not Applicable 697 99%
14 .
e) Are you aware of any action taken?
Yes 4 1%
No 1 0%
Not Applicable 697 99%
14 . .
f) Whether any compensation was claimed?
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Sl.

1 0,
No. Particulars (Nos.) (%)
Yes 3 0%
No 2 0%
Not Applicable 697 99%
14 | Whether compensation was admitted /rejected citing
g) appropriate grounds
Yes 3 0%
No 2 0%
Not Applicable 697 99%
Ii;‘ Whether any compensation received
Yes 3 0%
No 2 0%
Not Applicable 697 99%
15 | Consumer Perception and Satisfaction level
:)5 Electricity availability situation in your area
Excellent 21 3%
Good 384 55%
Average 242 34%
Poor 49 7%
Very Poor 6 1%
15 | Quality of Electricity received (Voltage Fluctuation, No. of
b) interruptions etc)
Excellent 17 2%
Good 414 59%
Average 208 30%
Poor 58 8%
Very Poor 5 1%
:)5 Behavior of staff involved in fault restoration
Excellent 24 3%
Good 491 70%
Average 134 19%
Poor 50 7%
Very Poor 3 0%
15 | Behavior of officers/staff involved in new connection and
d) time taken
Excellent 20 3%
Good 506 72%
Average 135 19%
Poor 39 6%
Very Poor 2 0%
15 Behavior of officers/staff involved in change of
e) category/ownership and time taken
Excellent 15 2%
Good 526 75%
Average 122 17%
Poor 39 6%
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Sl.

1 0,
No. Particulars (Nos.) (%)
Very Poor 0 0%
f1)5 Accuracy of meter reading on bill
Excellent 23 3%
Good 553 79%
Average 83 12%
Poor 40 6%
Very Poor 3 0%
15 | Bill delivery on time (No delay and adequate time before due
g) date)
Excellent 27 4%
Good 529 75%
Average 118 17%
Poor 25 4%
Very Poor 3 0%
Ii)s Accuracy of APDCL Bills (reduction in billing errors)
Excellent 15 2%
Good 555 79%
Average 93 13%
Poor 38 5%
Very Poor 1 0%
15 | No. of bill payment counters and options(Cash, Cheques,
i) drop-boxes, e-payment of bill)
Excellent 12 2%
Good 510 73%
Average 165 24%
Poor 14 2%
Very Poor 1 0%
j1)5 Per Unit rate being charged by APDCL
Excellent 3 0%
Good 208 30%
Average 431 61%
Poor 55 8%
Very Poor 5 1%
i;; Response of Customer Care Centre
Excellent 11 2%
Good 460 66%
Average 178 25%
Poor 47 7%
Very Poor 6 1%
15 | Complaint handling Procedure and time taken to resolve
1) complaint
Excellent 12 2%
Good 410 58%
Average 241 34%
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Sl.

1 0,
No. Particulars (Nos.) (%)
Poor 32 5%
Very Poor 7 1%
15 | Waiting time to be attended at bill payment Counter and
m) | Customer Care Centre
Excellent 8 1%
Good 441 63%
Average 236 34%
Poor 15 2%
Very Poor 2 0%
15 | Basic Civic and waiting facilities for customers at APDCL
n) Offices
Excellent 6 1%
Good 428 61%
Average 230 33%
Poor 37 5%
Very Poor 1 0%
c1>)5 Advance intimation regarding power shut download shedding
Excellent 0 0%
Good 77 11%
Average 154 22%
Poor 352 50%
Very Poor 119 17%
;1>)5 Overall image of APDCL
Excellent 4 1%
Good 360 51%
Average 282 40%
Poor 54 8%
Very Poor 2 0%

Summary of HT consumers Feedback

The survey conducted on the functioning and effectiveness of existing Consumer

Grievances Redressal Mechanism and compliance by the license of Standards of

Performance set by the Commission covers about 702 HT consumers in APDCL.

About 68% of consumers are in Urban area and 32% are in Rural Area.

The meters installed are almost electronic (99%) and all are working. It is advisable

to replace the balance meters also with electronic meters. This shows that the

electricity supplied to HT consumer is properly measured. The grievances are mostly

supply related and the compliance fairly reasonable with 61% responding that the

complainant is attended as per SoP. This requires to be improved. The service to
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consumers in attending to various complaints is fairly satisfactory. Nearly 88% of
consumers are said to have stand by supply — Dg Sets/invertors. This shows that the

quality of power supply to be improved.

Only 26% of HT consumers are aware of existing of CGRF and 16% of Ombudsman.
This shows that even HT consumers are not fully aware of existence of consumer
grievance redressal mechanism available in the distribution company. The
consumers are required to be educated on the consumer redressal grievance
mechanism available to them and also Standards of Performance approved by the

Commission.

There had been hardly very few accidents (5 Nos.) and of which (3 Nos.) are major

and no loss of life.

The consumer overall perception and satisfaction level on availability of power

supply is as below:

Excellent 21 (3%)
Good 384 (55%)
Average 242 (34%)
Poor 49 (7%)
Very Poor 6 (1%)

This shows that satisfaction level is fairly good and this is required to be improved
particularly for HT consumers in rural areas. The consumers are required to be
educated on the availability of Consumer Grievance Redressal Mechanism and

standards of performance set by the Commission.

The overall image of APDCL before the consumer is as below:

Excellent 4 (1%)
Good 360 (51%)
Average 282 (40%)
Poor 54 (8%)

Very Poor 2 (0%)
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The satisfactory level on the availability of power supply given earlier has the impact
on the image of APDCL. Quality of power supply (frequent interruptions) to be
improved.

Suggestions from HT Consumers

Nagaon Circle:

Nagaon Sub Division
Mr. Ritu Raj Mahanta - SBI
Improving in Load Capacity is required

Bongaigaon Circle:

Bongaigaon —I Subdivision

M/s Jaya Plastic Industries

and

M/s Viswakarma Plastic Industries

Power Cut Period Should be decreased

Advance intimation to be given about load shedding

M/s Aurum Chemicals Pvt. Ltd.

Separate power line is required for domestic and industries
Bongaigaon-Il Sub division

M/s North East Gases Pvt. Ltd.

Power Supply is to be restored immediately after heavy rains/storms, especially at
night times

Kokrajhar Circle:

Kokrajhar Sub Division
Axis Bank Limited
Power Cut Period Should be decreased

Advance intimation to be given about load shedding
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Guwahati — | Circle:

(i) Guwahati (East) Division

Zoo Road Sub division,

Dr. Kuntal Goswami (KGMT Hospital)

Power Cut Period Should be decreased

Advance intimation to be given about load shedding
Mr Abhijith Gohaine

APDCL should issue receipt against barrel fuse replacement paid by consumers
Kalapahar Sub Division

M/s Monsoon Polymers Pvt Ltd.

Unscheduled tripping/shedding to be minimized improvement in voltage required
(ii) Guwahati (South) Division

Sonapur Sub Division

M/s RSH Agro Projects Pvt. Ltd.

and

M/s RP Associates

Tariff of Electricity should be decreased

Low Voltage problem should be minimized

Advance intimation to be given about load shedding
24x7 Power Supply is required

Basista Sub Division

M/s Pallavi Motor works

Bill reading to be taken at the presence of consumers
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(iii) Guwahati (North) Division

Narengi Sub Division

M/s Dharmapal Satyapal Industrial Estate

Advance information to be given about power cut

Single window system is required for obtaining new service connection
M/s Assam Roofing Limited

Fixed charges should be charged on % of Contract Demand or on actual Maximum
Demand

Sanction of estimate and agreement should be on Contracted Demand instead of
connected load

Open Access should be permitted to all consumers connected in one dedicated line
(iv) Guwahati (Central) Division

Palton Bazar Sub Division

M/s Rahaman Engineering and automation

The Behavior of APDCL staff and officers needs to be consumer friendly
Jorhat Circle:

Jorhat-I, Sub division

Assam Tea Industries

Interruptions in power System should be minimized

Install a New 33/11kV Substation

Cachar Circle:

Silchar Division

Sichar-I

M/s Valley Hospital and Research Centre, Meherpur

Uninterrupted power supply is required

Mr. Himanshu Paul, Hotel Sudarshan

Monthly bill to be issued regularly
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Golaghat Circle:

Golaghat Division
Golaghat — | Sub division
M/s Marangi Tea Estate

Reduce tripping, prior intimation of load shedding, prompt reaction from APDCL in
restoration of damaged Electrical lines in the event of damage due to storms etc.

Guwahati — Il Circle:

(i) Guwahati (West) Division

Amingaon Sub Division

M/s Shree Balaji Polytech

and

M/s Eris Life science Pvt. Ltd.

Prior initiation is to be given regarding power shut down
Voltage fluctuations, power interruptions to be minimized
Low voltage problem to be reduced

(ii) Mirza Division

Chaygaon Sub Division

M/s Soaa Vets Pvt Ltd

Prior information is to be given regarding power shut down
Voltage fluctuations, power interruptions to be minimized
Low voltage problem to be reduced

Tinsukia Circle:

Tinsukia Division
Tinsukia Sub division
M/s Ananda Bag Tea Estate

Advance information to be given about power shutdowns
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Single window system is required for obtaining new service connection

Dibrugarh Circle:

Dibrugarh Division

Dibrugarh - lISub Division

M/s M/s Dikom Tea Estate

Online Payment/printing of latest bill should be streamlined

12.7 Discussions with Key Consumer Groups and Associations
Mr. Y. Satyanarayana, Project consultant, ACSI has contacted the executives of
various industrial associations and other consumer associations from 20.04.2016 to
26.04.2016. The views expressed by them on CGRF and implementation of SoP are

furnished below:

1. North Eastern Small Scale Industries Association (NESSIA)

Sri. Sailen Baruah, State President, expressed as under:

(i) There is low voltage problem in the state especially in industrial areas and
no action is taken to rectify it.

(ii) There are frequent interruptions in power supply ranging from 13 to 15
hours in a month.

(iii) Advance intimation of load shedding is not being given to plan for
alternative supply for the continuous process industries resulting in
production of poor quality of tea which is not acceptable in the international
market.

(iv) In barak valley one failed transformer was replaced after three months.

(v) In some cases, “no power supply” complaints are not attended even for two
days

(vi) Call center staff are not responding properly and not giving registration

number/ acknowledgment for complaints lodged over phone.

2. Grahak Suraksha Sanstha
Sri. B. K. Das, President and Sri. Bharat Saikia, Secretary, expressed as under:

(i) Thereis abnormal delay in serving electricity bills’
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(ii)

There is no toilet facility at call centers.

(iii) There are no separate counters for senior citizens and ladies.

(iv)

There is delay in rectification of defective bills.

. All India Manufacturer’s Association, Tinsukia

Sri. B. P. Bakshi, Chairman, expressed as follows:

(i)
(ii)
(iii)

(iv)

(v)
(vi)

There are frequent unscheduled load sheddings even to HT consumers.
Consumers are unaware of Standards of Performance (SoP).

SoP to be publicized and frequent meetings to be conducted to enlighten
the consumers about SoP and existence of CGRFs and the procedure on how
to complain to CGRFs. Consumers may be educated through
Radio/Television.

In some rural areas, the power supply is only for 2 hours in a day, even to
industries.

Quality of power in several areas is not good.

There is 12 to 16 hours load shedding in rural areas.

(vii) There are frequent interruptions in power supply.

. Cll, NE Chapter, Guwahati

Sri. Abhijit Barooah, when contacted over phone, has informed that he is away in

Delhi and asked to meet Sri. Kartik Guha, Senior Manager, Premier Cri-organics

(P) Ltd. Guwahati, Shri. Guha has expressed as follows:

(i)

(ii)

(iii)

(iv)

(v)
(vi)

They are availing 33 kV power supply with dedicated feeder for
manufacturing various gases.

As per agreement, maintenance of 33 kV line is being done by the consumer.
11 kV/440 V lines of the utility are laid underneath 33 kV dedicated feeder
on the same poles, resulting in problem in maintenance of 33 kV line due to
delay in giving line clear by the utility etc.

In March’2016, there were 26 interruptions and there was no power for 32
hours.

Efforts in attending rectification of breakdown are not satisfactory.

There is low voltage of 30 to 32 kV in April’ 2016.
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(vii) During April’2016 upto 23.04.2016, there are 26 interruptions in power

supply ranging from 5 minutes to 5 hours per interruption.

(viii) He expressed general problems and suggestions to improve as follows:

a.

Sanction of load above 2 MVA is being referred to Government leading
to delay in sanction, which is not required as per delegation of powers.
Bill collection centres to be opened area wise instead of at sub division
office only.

In certain areas the staff of the utility is collecting money for
replacement of failed distribution transformer.

Transformer wise load balancing to be done for good quality of power
and to reduce interruptions.

At distribution transformers section fuse boxes to be installed as a safety
measure.

All Electromechanical HT meters are to be replaced with electronic
meters to avoid malpractice in recording PF and MD.

There should be transparency in seniority list of pending prospective
consumers with status of each application.

Line guarding has to be provided, wherever road cross of lines is there.

5. Federation of Industry and Commerce of NE Region (FINER)

Sri. Sunil Kumar Agarwal, Member, expressed as follows:

(i) SoPis not being implemented as per time frame fixed.

(ii) They are having cement factory at Byrnihat with 33 kV supply.

(iii) Tripping are ranging from 15 to 30 times in a month.

(iv) They are having security deposit of Rs. 1.50 Crore and interest is not being

paid for the last three years.

6. Assam Branch, Indian Tea Association, Guwahati

Sri. S. Ghosh, Secretary, orally expressed that:

(i) There are 277 Tea gardens in Assam

(ii) There are frequent load sheddings and breakdowns

(iii) Load shedding to be informed in advance by SMS
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13.

(iv) There is delay in attending power breakdowns

(v) Power supply is only for about 10 hours a day

(vi) Delay in completion of 33/11 kV substation resulting in poor quality of
supply in the area.

(vii) Substation is feeding upto 23 KM length of line resulting in drop in voltage

(viii) Continuous supply to be given from midnight to 2 PM next day as
manufacturing of tea is in full swing during that time

(ix) Verification of tailend voltages and transformer voltages shall be done
regularly besides survey of load growth

(x) Ongoing improvement works shall be closely monitored to speed up their

completion

7. All Assam Small Scale Industries Association, Guwahati

Sri Anuj Kumar Baruah, President, expressed that

(i) Heis unaware of SoP and existence of CGRF

(ii) He opined that wide publicity to be given about them through newspapers
and TV media

(iii) Load shedding to be informed in advance through SMS

(iv) Abnormal delay in attending to “no power” complaints

(v) Quality of power is not satisfactory

(vi) There is delay in attending breakdowns

(vii) Power breakdowns shall be minimized by advance patrolling of lines.

Comparative Study of Nineteen Circles

The consumer survey is conducted in Nineteen Circles of APDCL, and the report is
prepared for nineteen circles bringing out the consumer views on various problems
faced by them, quality of power, power failure, getting new connection, payment
mechanism made available to them, meter and bill related problems etc., and time
taken to resolve such issues. A comparative statement of the survey is drawn based
on the consumer feedback on various issues in each of the circles and is given

below along with the conclusions drawn.
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Comparative Statement of Consumer Feedback

c - -
SI. Particulars / Name of 5 s © 3 S| 5 §° s | B & | o | = 5| E
No. the Electrical Circle 8| 5|5 | S =& | =|-El |8 5| § S|5| ¥ S| % =] S °
= © < = a0 2 || ¢ ] 8o © 2 a o o 3 8 S g
S| ¥ 8 ¢/ 8 E8%:3 58|83/ 8 2|88 5 8|3
:::3;3'; of Consumers | 1500 | 802 | 935 | 929 | 811 | 811 | 892 | 708 | 911 | 751 | 336 | 862 | 807 | 801 | 660 | 398 | 900 | 695 | 968 | 14977
3 b) Category
Jeevan Dhara 327 | 118 | 78 61 | 247 | 114 | 213 | 109 | 195 | 189 128 96 | 122 | 34 | 250 | 31 | 172 | 46 45
Domestic A 547 | 565 | 759 | 813 | 494 | 489 | 605 | 481 | 576 | 511 | 188 | 705 | 545 | 633 | 386 | 332 | 610 | 505 | 595
Domestic B 0 0 5 17 14 11 1 0 2 1 1 8 1 3 0 2 11 0 212
Commercial 93 | 59 80 31 43 |1 179 | 64 | 99 | 115 | 34 16 48 | 110 | 123 | 17 20 91 | 134 | 104
Induatrial 2 3 5 2 7 9 3 9 5 10 0 3 11 8 3 4 2 10 2
Others 31| 57 8 5 6 9 6 10 18 6 3 2 18 0 4 9 14 0 10
HT 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
3 ¢) Location
Urban Area 102 | 265 | 521 | 898 | 101 | 547 | 295 | 297 | 150 | 286 51 205 | 528 | 426 | 142 | 224 | 283 | 307 | 912 | 6540
Rural Area 898 | 537 | 414 | 31 | 710 | 264 | 597 | 411 | 761 | 465 285 657 | 279 | 375 | 518 | 174 | 617 | 388 | 56 8437
Since how long you have
3d) -
been availing supply
> 10 years 695 | 447 | 395 3 360 | 190 | 423 | 145 | 461 | 450 | 285 | 504 | 317 | 603 | 97 | 242 | 639 | 323 | 297
<10 Years 305 | 355 | 540 | 926 | 451 | 621 | 469 | 563 | 450 | 301 51 358 | 490 | 198 | 563 | 156 | 261 | 372 | 671
If supply is being availed
for more than 10 years
3 e) | did you get your wiring
and earthing checked up
for safety
Yes 41403 | 70 | 919 | 262 | 314 | 190 | 179 | 280 | 200 26 262 | 518 | 748 | 481 | 143 | 390 | 161 | 523
No 165 | 277 | 463 9 467 | 341 | 239 | 457 | 249 | 348 23 456 | 69 19 | 116 | 182 | 244 | 144 | 238
Not Applicable 831 | 122 | 402 1 82 | 156 | 463 | 72 | 382|203 | 287 |144 | 219 | 34 63 73 | 266 | 390 | 207
3 f) | Metertype
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c - —
Sl. Particulars_/ Nar_ne of § e | _c:B P §_ 3 §_ §° E ;: N E'b © ':E“ ;: §
No. the Electrical Circle | S| 8 % g % s E S 5 5| B 8§ 3|8 3 | ¥ 8 5% -
$ §/8 s s/ Es% S 8 8 8 8|28 ;&8 B5|58|¢
Mechanical 6| 14 | 509 | 5 30 | 149 | 13 | 12 | 102 | 23 6 25 | 194 | 6 | 407 | 8 22 | 32 | 120
Electronic 994 | 787 | 426 | 924 | 781 | 655 | 879 | 696 | 801 | 728 | 329 | 836 | 612 | 795 | 244 | 390 | 878 | 662 | 826
Pre-paid 0| 1 0 0 0 7 0 0 8 0 1 1 1 0 9 0 0 1 22
3 g) | Meter Status
Working | 963 | 714 | 898 | 929 | 736 | 763 | 861 | 692 | 857 | 653 | 311 | 847 | 765 | 784 | 621 | 389 | 832 | 501 | 960
Defective 37| 88 37 0 75 48 31 16 54 98 25 15 42 17 39 9 68 | 194 8
3 h) Whether power supply is
made through franchisee
Yes | 913|418 | 36 | 136 | 11 | 40 | 273 | 135|149 | 62 0 94 | 92 0 |246|113 | 93 | 87 | 10
No 87 (384 1899 | 793 | 800 | 771 | 619 | 573 | 762 | 689 | 336 | 768 | 715 | 801 | 414 | 285 | 807 | 608 | 958
4 Connected load
0to 0.5 kW 327 | 122 | 91 50 | 248 | 156 | 235 | 114 | 179 | 191 124 65 (142 | 34 | 269 | 30 | 179 | 79 52
0.5 to below 5kW | 673 | 674 | 830 | 837 | 552 | 619 | 652 | 588 | 712 | 545 | 210 | 780 | 631 | 757 | 383 | 358 | 711 | 606 | 690
5kW & above 0 6 14 42 11 36 5 6 20 15 2 17 34 10 8 10 10 10 | 226
5 Are you Aware of
existence of
Consumer Grievance
5a) Redressal Forum (CGRF)
in your area
Yes 0| O 60 | 107 | 579 | 40 2 53 2 12 1 24 | 207 | 10 0 61 | 65 | 92 | 140
No | 1000 | 802 | 875 | 822 | 232 | 771 | 890 | 655 | 909 | 739 | 335 | 838 | 600 | 791 | 660 | 337 | 835 | 603 | 828
5 b) Ombudsman
Yes 0 0 51 0 3 38 1 19 2 3 1 17 | 163 | 13 0 24 54 3 111
No | 1000 | 802 | 884 | 929 | 808 | 773 | 891 | 689 | 909 | 748 | 335 | 845 | 644 | 788 | 660 | 374 | 846 | 692 | 857
Standards of
Performance (SoP) fixed
5¢) by AERC against the

complaint of Fuse call,
low voltage, replacement
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of defective meter, new
service connection,
wrong bill
Yes 0 0 53 0 41 | 107 1 102 1 9 0 8 163 4 0 24 42 9 81
No | 1000 | 802 | 882 | 929 | 770 | 704 | 891 | 606 | 910 | 742 | 336 | 854 | 644 | 797 | 660 | 374 | 858 | 686 | 887
The provision of
compensation for
inefficient service as per
5 d) SoP against the fuse call,
low voltage, replacement
of defective meter, new
service connection,
wrong bill
Yes 0| O 51 0 41 | 108 | 1 21 1 4 0 11 | 159 | 4 0 15 | 47 1 60
No | 1000 | 802 | 884 | 929 | 770 | 703 | 891 | 687 | 910 | 747 | 336 | 851 | 648 | 797 | 660 | 383 | 853 | 694 | 908
Standards of
Performance (SoP) fixed
by AERC for redressal of
complaints
6 (Kindly provide your
Valuable feedback
whether your grievance
was redressed
within the time frame
specified in SoP)
Fuse-Off/Fault calls:
6 a) Cities/Town : 4 hours
Rural Area : 24 hours
Yes | 130|164 | 214 | 94 | 786 | 435 | 442 | 363 | 61 | 174 | 42 95 | 645|244 | 18 | 99 | 115 | 482 | 432
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No 23| 226 | 95 30 23 14 3 137 | 374 | 215 1 27 10 21 | 108 | 59 17 96 57
NOtAppl'ciizli‘zéT:; 847 | 412 | 626 | 805 | 2 | 362 | 447 | 208 | 476 | 362 | 293 | 740 | 152 | 536 | 534 | 240 | 768 | 117 | 479
Line breakdown:
Cities/Town : 24 hrs
without replacement of
Pole
: 48 hrs with
6 b) replacement of pole
Rural Area :24 hrs
without replacement of
Pole
: 72 hrs with
replacement of pole
Yes 125 | 40 | 216 | 165 | 774 | 354 | 425 | 555 | 59 | 171 1 39 | 631|235 | 125 | 60 29 | 439 | 266
No 10 | 56 92 30 0 0 2 41 | 383 | 140 0 20 4 11 1 100 | 11 | 130 | 30
NOtApp"ciiZ'i‘ZQT:; 865 | 706 | 627 | 734 | 37 | 457 | 465 | 112 | 469 | 440 | 335 | 803 | 172 | 555 | 534 | 238 | 860 | 126 | 672
Replacement of failed
6¢) Distribution Transformer:
Cities/Town : 1 day
Rural Area :5 days
Yes 53 (425 | 227 | 81 46 | 383 | 36 | 308 | 72 | 159 1 21 | 605 4 96 | 182 | 44 | 165 | 222
No 7| 36 91 | 158 | 723 7 3 289 | 363 | 149 0 27 11 50 18 14 12 | 388 | 132
NOtAppl'ciizli‘zéT:; 940 | 341 | 617 | 690 | 42 | 421|853 | 111 | 476 | 443 | 335 | 814 | 191 | 747 | 546 | 202 | 844 | 142 | 614
Replacement of damage
6d) service line:

Fault in consumer's
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No.

Particulars / Name of
the Electrical Circle

Marigaon

Nagaon

Cachar

Kokrajhar

Rangia

Tinsukia

North
Lakhimpur

Mangaldoi

Badarpur

Bongaigaon

Golaghat

Guwahati-ll

Tezpur

Sivasagar

Barpeta

Dibrugarh

Jorhat

Kanch

Guwahati-I

Total

installation : 3 days after
payment

Normal wear & tear : 3
days after receipt of
complaint

Yes

38

23

728

23

765

223

13

501

66

155

29

550

74

125

46

31

313

185

No

28

32

64

350

114

37

11

164

16

Not Applicable/Not
indicated

959

751

202

874

45

588

877

143

495

482

335

828

253

724

535

315

858

218

767

6e)

Complaints about Meters
( LT Consumers) :

6e)i

Testing checking &
calibration of Meter for
accuracy

Urban Area : 7 days from
lodging complaint

Rural Area : 15 days from
loding complaint

Yes

21

36

714

33

58

103

12

153

60

149

27

440

125

89

36

296

185

No

12

30

733

367

326

95

11

211

17

Not Applicable/Not
indicated

976

754

218

866

20

703

880

188

525

507

335

828

356

794

535

302

855

188

766

6e)

Defective/stopped/Burnt
Meter replacement
Urban Area:

If replacement not
attributable to consumer:
7 days

If meter cost is payable by
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No.

Particulars / Name of
the Electrical Circle

Marigaon

Nagaon

Cachar

Kokrajhar

Rangia

Tinsukia

North
Lakhimpur

Mangaldoi

Badarpur

Bongaigaon

Golaghat

Guwahati-ll

Tezpur

Sivasagar

Barpeta

Dibrugarh

Jorhat

Kanch

Guwahati-I

Total

consumer : 15 days after
payment

If metering equipment is
required to be supplied by
consumer : 15 days after
supply

Rural Area:

If replacement not
attributable to consumer :
15 days

If meter cost is payable by
consumer: 30 days after
payment

Yes

13

16

631

19

764

96

431

32

10

40

399

125

43

24

59

127

No

18

48

29

94

250

27

13

13

38

10

198

21

Not Applicable/Not
indicated

985

768

256

881

43

709

888

183

629

714

335

817

395

786

535

317

866

438

820

6e)
i

Complaint about Meters
(HT Consumers)
Replacement of
stopped/defective meters
or related equipments: 7
days after receipt of
complaint if meteris in
stock, otherwise within 3
months

Replacement cost payable
by consumer: 15 days
after receipt of payment if

128




c - —
SI. Particulars / Name of § | - 5 P 3 S| 5 Eﬂ s | B 5| o < 5| E
No. the Electrical Circle _g S _;:T; T L | E_E gn g T -E‘:.P -§ g & é tén E < .§ S
$ 5§ 8|58 £|85 S 8|88 &/ 8|5 858|883
meter is in stock,
otherwise within 3
months
Metering equipment
required to be supplied by
consumer: 30 days after
delivery of metering
equipment
Yes 0 1 70 0 4 5 0 52 32 13 0 6 56 0 125 7 6 23 42
No 0 1 0 27 0 1 0 92 |241 | 4 0 1 13 0 0 18 1 130 | 19
NOtApp"ciiZ'i‘ng:; 1000 | 800 | 865 | 902 | 807 | 805 | 892 | 564 | 638 | 734 | 336 | 855 | 738 | 801 | 535 | 373 | 893 | 542 | 907
Complaints about
6 1) Consumer's bill:
Urban Area : 3 days
Rural Area : 7 days
Yes 41 |1 315|769 | 46 | 760|244 | 8 354 | 30 | 89 24 14 | 520 | 12 | 125 | 51 | 113 | 470 | 251
No 16 | 26 6 31 39 30 5 189 | 247 | 64 1 11 17 24 0 34 22 | 106 | 62
NOtApp"ciiZ'i‘ZQT:; 943 | 461 | 160 | 852 | 12 | 537 | 879 | 165 | 634 | 598 | 311 | 837 | 270 | 765 | 535 | 313 | 765 | 119 | 655
2 Do you visit the website
of APDCL
Yes 31| 660 | 14 0 4 12 0 56 6 6 0 31 | 126 3 31 37 62 65 | 262
No 969 | 142 | 921 | 929 | 807 | 799 | 892 | 652 | 905 | 745 | 336 | 831 | 681 | 798 | 629 | 361 | 838 | 630 | 706
3 Whether e-payment
facility availed
Yes 53 1 9 0 5 9 10 (145 | 4 13 2 17 63 1 44 | 32 72 52 | 276
No 947 | 801 | 926 | 929 | 806 | 802 | 882 | 563 | 907 | 738 | 334 | 845 | 744 | 800 | 616 | 366 | 828 | 643 | 692
9 Are you aware of energy
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$5 8 ¢ & £35S 8 8.8 |e8 & &8 858 8 3
saving equipments like
LED lamps, solar
lamps/solar heater etc
Yes 896 | 770 | 325 | 52 | 742 | 509 | 504 | 676 | 657 | 518 | 294 | 404 | 396 | 757 | 485 | 237 | 720 | 573 | 742
No | 104 | 32 | 610|877 | 69 | 302|388 | 32 | 254|233 | 42 |458 |411 | 44 | 175|161 | 180 | 122 | 226
Do you have stand by
10 provision like DG set or
inverter
Yes 72 | 527 | 378 | 45 | 60 | 350 | 325 | 396 | 242 | 270 | 165 | 207 | 445|436 | 5 | 111 | 604 | 160 | 569
No 928 | 275 | 557 | 884 | 751 | 461 | 567 | 312 | 669 | 481 | 171 | 655 | 362 | 365 | 655 | 287 | 296 | 535 | 399
Did you make any
representation to the
CGRF for non-response or
11 not being satisfied with
the response of DISCOM
on any of the above
grieveances
Yes 25 2 0 0 0 1 2 5 3 4 0 0 8 0 0 2 2 9 6
No | 975|800 | 935|929 | 811 | 810 | 890 | 703 | 908 | 747 | 336 | 862 | 799 | 801 | 660 | 396 | 898 | 686 | 962
What was the type and
12 response for your
complaint
Whether your complaint
12i) | was admitted for enquiry
?
Yes 0 2 0 0 0 1 0 5 2 3 0 0 8 0 0 1 1 9 4
No 0| O 0 0 0 0 0 0 1 1 0 0 0 0 0 1 1 0 2
Not Applicable | 1000 | 800 | 935 | 929 | 811 | 810 | 892 | 703 | 908 | 747 | 336 | 862 | 799 | 801 | 660 | 396 | 898 | 686 | 962
12ii) | Whether your complaint
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was rejected after
enquiry ?
Yes 0| O 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 4 0
No 0 2 0 0 0 1 0 5 2 3 0 0 7 0 0 1 1 5 4
Not Applicable | 1000 | 800 | 935 | 929 | 811 | 810 | 892 | 703 | 909 | 748 | 336 | 862 | 799 | 801 | 660 | 397 | 899 | 686 | 964
Did the CGRF issue order
in response to your
complaint, ordering
12iii) | payment of
compensation for the
inefficient service or non-
response of DISCOM?
Yes 0 0 0 0 0 0 0 4 0 0 0 0 1 0 0 1 0 1 0
No 0| 2 0 0 0 1 0 1 2 3 0 0 6 0 0 0 1 4 4
Not Applicable | 1000 | 800 | 935 | 929 | 811 | 810 | 892 | 703 | 909 | 748 | 336 | 862 | 800 | 801 | 660 | 397 | 899 | 690 | 964
Did you receive any
12 iv) compensation from the
DISCOM based on CGRF
decision?
Yes 0 0 0 0 0 0 0 2 0 0 0 0 1 0 0 0 0 1 0
No 0| 2 0 0 0 1 0 3 2 3 0 0 6 0 0 1 1 4 4
Not Applicable | 1000 | 800 | 935 | 929 | 811 | 810 | 892 | 703 | 909 | 748 | 336 | 862 | 800 | 800 | 660 | 397 | 899 | 690 | 964
If you were not satisfied
13 with decision of CGRF
then
131) Did you make any appeal
to the Ombudsman ?
Yes 0 0 0 0 0 0 0 1 0 1 0 0 4 0 0 2 0 0 0
No 0| 1 0 0 0 0 0 2 3 2 0 0 3 0 0 0 0 4 4

131




c - —
SI. Particulars / Name of S s © 3 S| 5 §° s | B & | o | = 5| E
No. the Electrical Circle S| 6§ 5|5 |2 |cE S| 2w < | S| 5| /%% B w | | £ 2
= © < = a0 2 || ¢ ] oo © 2 a o o 3 8 S g
S| 8|8 ¢ 5 £18% S 8 8|8 6 &z &8 8|8 83
Not Applicable | 1000 | 801 | 935 | 929 | 811 | 811 | 892 | 705 | 908 | 748 | 336 | 862 | 800 | 801 | 660 | 396 | 900 | 691 | 964
13 i) was the case disposed of
by the Ombudsman?
Yes 0| O 0 0 0 0 0 1 0 1 0 0 4 0 0 0 0 0 0
No 0| 1 0 0 0 0 0 2 0 0 0 0 0 0 0 2 0 0 0
Not Applicable | 1000 | 801 | 935 | 929 | 811 | 811 | 892 | 705 | 911 | 747 | 336 | 862 | 803 | 801 | 660 | 396 | 900 | 695 | 968
13 iii) Did you receive any order
of the Ombudsman ?
Yes 0| O 0 0 0 0 0 1 0 0 0 0 4 0 0 0 0 0 0
No 0 1 0 0 0 0 0 2 0 1 0 0 0 0 0 0 0 0 0
Not Applicable | 1000 | 801 | 935 | 929 | 811 | 811 | 892 | 705 | 911 | 747 | 336 | 862 | 803 | 801 | 660 | 398 | 900 | 695 | 968
. Were you satisfied with
13iv) the Order ?
Yes 0| O 0 0 0 0 0 1 0 0 0 0 4 0 0 0 0 0 0
No 0| 1 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0
Not Applicable | 1000 | 801 | 935 | 929 | 811 | 811 | 892 | 707 | 911 | 747 | 336 | 862 | 803 | 801 | 660 | 398 | 900 | 695 | 968
Whether any electrical
14 accident took place at
your premises.
Yes 0| O 0 0 0 1 0 0 0 5 3 5 8 0 0 5 1 0 1
No | 1000 | 802 | 935 | 929 | 811 | 810 | 892 | 708 | 911 | 743 | 333 | 857 | 799 | 801 | 660 | 393 | 899 | 695 | 967
If Yes,
Whether the accident
14 a) .
was major
Yes 0| O 0 0 0 1 0 0 0 0 1 0 5 0 0 1 0 0 1
No 0| O 0 0 0 0 0 0 0 5 2 5 3 0 0 4 1 0 0
Not Applicable | 1000 | 802 | 935 | 929 | 811 | 810 | 892 | 708 | 911 | 743 | 333 | 857 | 799 | 801 | 660 | 393 | 899 | 695 | 967
14 b) Whether the accident

involved loss of life
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Yes 0| O 0 0 0 0 0 0 0 0 0 0 5 0 0 0 0 0 0
No 0| O 0 0 0 1 0 0 0 5 3 5 3 0 0 5 1 0 1
Not Applicable | 1000 | 802 | 935 | 929 | 811 | 810 | 892 | 708 | 911 | 743 | 333 | 857 | 799 | 801 | 660 | 393 | 899 | 695 | 967
Whether there was loss
14 c)
of property
Yes 0| O 0 0 0 1 0 0 0 0 2 0 5 0 0 0 0 0 1
No 0| O 0 0 0 0 0 0 0 5 1 5 3 0 0 5 1 0 0
Not Applicable | 1000 | 802 | 935 | 929 | 811 | 810 | 892 | 708 | 911 | 743 | 333 | 857 | 799 | 801 | 660 | 393 | 899 | 695 | 967
Whether any enquiry
14 d) | made by competent
authority
Yes 0| O 0 0 0 0 0 0 0 0 0 1 5 0 0 1 0 0 0
No 0| O 0 0 0 1 0 0 0 0 3 4 3 0 0 4 1 0 1
Not Applicable | 1000 | 802 | 935 | 929 | 811 | 810 | 892 | 708 | 911 | 751 | 333 | 857 | 799 | 801 | 660 | 393 | 899 | 695 | 967
Are you aware of any
l4e) action taken?
Yes 0| O 0 0 0 0 0 0 0 0 0 0 3 0 0 3 0 0 0
No 0| O 0 0 0 1 0 0 0 0 3 5 5 0 0 2 0 0 1
Not Applicable | 1000 | 802 | 935 | 929 | 811 | 810 | 892 | 708 | 911 | 751 | 333 | 857 | 799 | 801 | 660 | 393 | 900 | 695 | 967
Whether any
14f) | compensation was
claimed?
Yes 0| O 0 0 0 0 0 0 0 0 0 0 3 0 0 0 0 0 1
No 0| O 0 0 0 1 0 0 0 0 3 5 5 0 0 5 0 0 0
Not Applicable | 1000 | 802 | 935 | 929 | 811 | 810 | 892 | 708 | 911 | 751 | 333 | 857 | 799 | 801 | 660 | 393 | 900 | 695 | 967
Whether compensation
14g) was admitted /rejected

citing appropriate
grounds
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Yes 0| O 0 0 0 0 0 0 0 0 0 0 3 0 0 0 0 0 0
No 0 0 0 0 0 1 0 0 0 0 3 5 5 0 0 5 0 0 1
Not Applicable | 1000 | 802 | 935 | 929 | 811 | 810 | 892 | 708 | 911 | 751 | 333 | 857 | 799 | 801 | 660 | 393 | 900 | 695 | 967
14 h) Whether ar.1y -
compensation received
Yes 0 0 0 0 0 0 0 0 0 0 0 0 3 0 0 0 0 0 0
No 0| O 0 0 0 1 0 0 0 0 3 5 5 0 0 5 0 0 1
Not Applicable | 1000 | 802 | 935 | 929 | 811 | 810 | 892 | 708 | 911 | 751 | 333 | 857 | 799 | 801 | 660 | 393 | 900 | 695 | 967
Consumer Perception and
15 . .
Satisfaction level
15a) E.Iectricity. availability
situation in your area
Excellent 0| 2 |111] 39 0 71 1 0 1 1 0 5 17 0 0 2 25 1 11
Good 1476 | 368 | 247 | 91 | 511 | 62 63 4 178 46 225 | 554 4 1 283 | 238 | 159 | 531
Average | 541|321 | 360 | 499 | 534 | 223 | 569 | 285 | 515 | 354 | 211 | 517 | 233 | 652 | 620 | 92 | 384 | 158 | 386
Poor 328 3 80 | 143 | 182 6 222 | 268 | 322 | 101 79 115 2 141 | 14 18 | 239 | 135 | 35
Very Poor | 130 | O 16 1 4 0 38 | 92 | 69 | 117 0 0 1 4 25 3 14 | 242 | 5
Quality of Electricity
received (Voltage
15b) Fluctuation, No. of
interruptions etc)
Excellent 0| 1 |244 ] 39 1 70 2 4 4 2 0 4 12 0 0 1 23 0 7
Good 251338 | 283 | 252 | 81 | 438|332 | 159 | 14 | 117 | 248 | 182 | 598 | 314 1 262 | 528 | 108 | 450
Average | 262 | 458 | 304 | 496 | 461 | 279 | 490 | 323 | 467 | 354 | 76 | 629 | 194 | 246 | 241 | 111 | 298 | 268 | 373
Poor 551 5 92 | 141 | 262 | 19 62 | 129 | 367 | 195 11 41 2 235|393 | 16 50 | 124 | 128
Very Poor | 162 | O 12 1 6 5 6 93 | 59 | 83 1 6 1 6 25 8 1 | 195 10
Behavior of staff involved
15¢) | . .
in fault restoration
Excellent 0| 11 | 255 | 29 1 68 2 3 14 3 0 21 15 0 0 4 11 2 6
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Good | 758 | 712 | 556 | 263 | 488 | 596 | 586 | 168 | 49 | 220 | 239 | 572|662 | 14 3 | 268 | 491 | 178 | 486
Average 236 | 79 | 115 | 589 | 306 | 146 | 283 | 328 | 337 | 278 88 250 | 130 | 755 | 487 | 106 | 365 | 469 | 409
Poor 6| 0 6 48 | 14 1 20 | 152 | 487 | 170 9 17 0 32 |145| 19 | 32 | 44 | 55
Very Poor 0 0 3 0 2 0 1 57 24 80 0 2 0 0 25 1 1 2 12
Behavior of officers/staff
15 d) involved. in new .
connection and time
taken
Excellent 0| 7 |276| 23 1 68 2 3 7 1 0 30 | 18 0 1 4 21 1 5
Good 843 | 731 | 484 | 263 | 547 | 648 | 610 | 358 | 81 | 214 | 247 | 643 | 696 | 11 5 290 | 437 | 111 | 498
Average | 155 | 64 | 130 | 591 | 256 | 93 | 269 | 233 | 308 | 326 | 82 176 | 92 | 730 | 395 | 92 | 385 | 541 | 397
Poor 2 0 45 52 6 2 11 64 | 489 | 142 6 12 0 60 | 233 | 11 52 42 58
Very Poor 0| O 0 0 1 0 0 50 | 26 | 68 1 1 1 0 26 1 5 0 10
Behavior of officers/staff
15¢) involved in change of
category/ownership and
time taken
Excellent 0| 3 |275| 20 0 95 1 5 11 2 0 33 | 20 0 0 9 22 1 4
Good 852 | 601 | 455 | 229 | 266 | 603 | 612 | 290 | 62 | 204 | 241 | 620 | 693 | 12 7 261 | 417 | 103 | 481
Average | 146 | 198 | 146 | 617 | 482 | 111 | 273 | 317 | 370 | 339 | 83 181 | 93 | 735|519 | 111 | 380 | 546 | 411
Poor 2 0 55 63 62 2 6 53 | 448 | 132 12 28 1 54 | 109 | 17 77 44 64
Very Poor 0| O 4 0 1 0 0 43 | 20 | 74 0 0 0 0 25 0 4 1 8
Accuracy of meter
15) reading on bill
Excellent 0 8 231 | 13 2 135 2 3 98 17 0 8 23 0 0 17 18 2 4
Good | 713 | 357|373 |141| 70 | 543 |735|301| 71 | 307 | 85 166 | 689 | 12 | 60 | 221 | 178 | 355 | 467
Average 270 | 437 | 308 | 569 | 652 | 125 | 111 | 206 | 505 | 296 | 141 | 573 | 93 | 747 | 142 | 132 | 317 | 205 | 321
Poor 17| 0 20 | 205 | 86 7 39 | 70 | 211 | 100 | #REF! | 110 | 1 38 | 433 | 24 | 339|110 | 161
Very Poor 0 0 3 1 1 1 5 128 | 26 31 37 5 1 4 25 4 48 23 15
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Bill delivery on time (No
15g) | delay and adequate time
before due date)
Excellent 0| 24 | 224 11 2 152 3 3 133 | 15 0 8 23 3 1 14 19 0 12
Good | 376 | 520 | 350 | 100 | 408 | 554 | 759 | 393 | 75 | 386 | 110 | 266 | 533 | 514 | 474 | 226 | 237 | 265 | 491
Average 587 | 258 [ 339 | 610 | 375 | 74 | 108 | 217 | 550 | 212 | 146 | 558 | 249 | 246 | 147 | 132 | 431 | 269 | 338
Poor 36| 0 15 [ 206 | 25 | 29 | 20 | 66 | 133 | 106 | 62 27 2 37 | 13 | 25 | 173 | 132 | 96
Very Poor 1 0 7 2 1 2 2 29 20 32 18 3 0 1 25 1 40 29 31
Accuracy of APDCL Bills
15 h) | (reduction in billing
errors)
Excellent 0 2 214 | 12 1 121 2 2 119 2 0 7 18 0 1 4 11 0 6
Good 120 | 366 | 352 | 80 | 47 | 569 | 648 | 343 | 79 | 238 81 155 | 503 | 12 | 471 | 188 | 197 | 230 | 504
Average | 690 | 432 | 343 | 628 | 678 | 118 | 218 | 224 | 461 | 360 | 156 | 596 | 285 | 745 | 145 | 172 | 331 | 326 | 348
Poor 190 2 22 | 206 | 84 3 23 | 130 | 231 | 122 61 100 0 42 18 34 | 315|134 | 90
Very Poor 0| O 4 3 1 0 1 9 21 | 29 38 4 1 2 25 0 46 5 20
No. of bill payment
counters and
15i) | options(Cash, Cheques,
drop-boxes, e-payment
of bill)
Excellent 0| 15 | 247 | 13 1 81 3 2 (100 2 0 3 12 0 0 9 14 1 3
Good 311319327 | 58 | 576 | 572|100 | 98 | 112 | 197 | 104 | 422 | 289 3 474 | 228 | 272 | 231 | 449
Average | 336 | 463 | 333 | 636 | 199 | 153 | 602 | 452 | 388 | 393 | 187 | 371 | 503 | 115 | 150 | 146 | 405 | 412 | 397
Poor 633 5 22 | 219 | 32 5 181 | 155 | 298 | 112 41 62 2 680 | 10 14 | 204 | 50 99
Very Poor 0| O 6 3 3 0 6 1 13 | 47 4 4 1 3 26 1 5 1 20
15) Per Unit rate being
charged by APDCL
Excellent 0| 3 30 8 0 64 2 3 25 0 0 1 4 0 0 3 18 0 3
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Good 37 (173|321 | 96 | 48 | 250|101 | 54 | 68 | 30 19 77 3 1 |426|109 | 118 | 79 | 231
Average 769 | 625 | 330 | 725 | 512 | 467 | 624 | 419 | 495 | 637 | 140 | 686 | 579 | 45 | 147 | 128 | 352 | 565 | 493
Poor | 194 | 1 | 208 | 99 | 249 | 28 | 125 | 230 | 308 | 68 116 | 93 | 45 | 748 | 62 | 146 | 318 | 51 | 192
Very Poor 0 0 46 1 2 2 40 2 15 16 61 5 2 7 25 12 94 0 49
Response of Customer
15k) Care Centre
Excellent 0| 18 | 216 | 8 1 65 3 1 19 1 0 6 5 0 0 7 13 0 1
Good 75| 438 | 456 | 133 | 245 | 562 | 319 | 168 | 66 | 285 56 245 | 286 6 9 163 | 142 | 234 | 411
Average | 752 | 345 | 231|529 | 541 | 175 | 482 | 483 | 463 | 224 | 113 | 555 | 510 | 247 | 146 | 189 | 282 | 402 | 365
Poor 173 1 25 | 258 | 24 8 81 52 | 345 | 140 | 109 28 2 542 | 480 | 28 | 348 | 57 | 162
Very Poor 0| O 7 1 0 1 7 4 18 | 101 58 28 4 6 25 | 11 | 115 | 2 29
Complaint handling
Procedure and time
151)
taken to resolve
complaint
Excellent 0| 6 | 124 | 10 2 67 2 0 18 1 0 6 4 0 0 4 19 2 2
Good 111 | 573 | 446 | 147 | 46 | 548 | 376 | 174 | 47 | 146 | 136 | 172 | 367 6 5 175 | 269 | 29 | 343
Average | 566 | 223 | 323 | 514 | 731 | 179 | 352 | 376 | 410 | 323 | 152 | 600 | 431 | 347 | 145 | 172 | 464 | 606 | 451
Poor 323 0 36 | 258 | 32 16 | 159 | 156 | 416 | 193 41 53 5 445 | 484 | 43 | 129 | 55 | 150
Very Poor 0| O 6 0 0 1 3 2 20 | 88 7 31 0 3 26 4 19 3 22
Waiting time to be
15m) attended at bill payment
Counter and Customer
Care Centre
Excellent 0| 4 111 | 18 1 66 3 0 12 1 0 3 12 0 0 3 10 2 2
Good 39 (544 | 441 | 151 | 31 | 549|398 | 206 | 49 | 187 | 58 |350|300| 1 3 | 157 | 250 | 30 | 323
Average 330 | 252 | 357 | 499 | 720 | 186 | 393 | 373 | 433 | 235 184 | 457 | 471 | 58 | 157 | 144 | 519 | 583 | 462
Poor | 631 | 2 20 | 261 | 56 | 10 | 95 | 126 | 402 | 205 91 48 | 24 | 735|475 | 86 | 115 | 78 | 160
Very Poor 0 0 6 0 3 0 3 3 15 | 123 3 4 0 7 25 8 6 2 21
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c - —
SI. Particulars / Name of § | - 5 P 3 S| 5 §° s | B 5| o < 5| E
No. the Electrical Circle _g S _;:T; T 2| % |g E gn g T -E‘:.P -§ g & é tén E < .§ S
$5 8 ¢ & £35S 8 8.8 |e8 & &8 858 8 3
Basic Civic and waiting
15 n) | facilities for customers at
APDCL Offices
Excellent 0 1 108 | 21 0 64 2 0 8 0 0 2 8 0 0 7 12 1 4
Good 14 | 550 | 401 | 146 | 11 | 597 | 394 | 125 | 42 | 171 56 233|316 | 3 137 | 248 | 241 | 212 | 352
Average 253 | 248 | 375|503 | 754 | 131 | 426 | 380 | 430 | 161 | 176 | 548 | 456 | 125 | 479 | 96 | 426 | 392 | 460
Poor | 713 | 3 46 | 258 | 44 19 | 57 | 198 | 408 | 259 95 74 | 25 [ 639 | 19 | 40 | 209 | 87 | 133
Very Poor 201 O 5 1 2 0 13 5 23 | 160 9 5 2 34 25 7 12 3 19
Advance intimation
150) | regarding power shut
download shedding
Excellent 0| O 100 | 21 1 47 3 0 4 0 0 1 4 0 0 2 5 0 2
Good 2| 201 | 413 | 147 9 229 | 83 18 30 16 11 35 | 251 0 138 | 103 | 127 | 25 | 139
Average 68 | 593 | 298 | 290 | 540 | 244 | 94 | 270 | 348 | 137 | 121 | 455|384 | 2 | 483 | 165 | 416 | 396 | 481
Poor 90 | 8 70 | 246 | 233 | 286 | 702 | 209 | 460 | 251 | 133 | 359 | 166 | 35 12 | 102 | 236 | 84 | 300
VeryPoor | 840 | O 54 | 225 | 28 5 10 | 211 | 69 | 347 71 12 2 764 | 27 | 26 | 116 | 190 | 46
15 p) | Overall image of APDCL
Excellent 0| 1 128 | 21 1 126 | 3 0 3 0 0 5 7 0 0 3 1 1 5
Good 3582|512 150 | 55 | 574 | 514 | 47 28 | 233 63 175 | 617 5 137 | 215 | 236 | 42 | 353
Average 641 | 218 | 279 | 609 | 753 | 89 | 301 | 571 | 505 | 260 | 213 | 662 | 173 | 584 | 483 | 157 | 567 | 455 | 534
Poor 272 1 14 | 148 2 21 73 89 | 353 | 196 59 19 9 208 | 14 17 92 29 68
Very Poor 84| 0 2 1 0 1 1 1 22 | 62 1 1 1 4 26 6 4 168 | 8
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(Consumer Feedback in terms of %)

Comparative study of Nineteen (19) Circles

S
>
Q
sl £ c _
= = = -
: : o o s < oo
No | Particulars | < c 5 c | 8 | BT | 5|8 8| % 8| o | & <
© ) = = © < © o H < = = - - ) - £ ~
oo b4 © © ‘B = < V) ] Hr o © 3 a [ ] S © -5 [ =
= w | S = c @ = = -] c L) 3 <y © e 5 < c 3 8 o
S ] Q o g | £ CJ S ] o o 5 Qo | .2 g | 2 5 QS 5 o >
S 2 o ~ [~ = 2 S ) @ (G) o = ) [ a 2 ~ [G) = <
Total
1 consumers 1000 | 802 | 935 929 | 811 | 811 892 | 708 | 911 | 751 336 | 862 | 807 | 801 | 660 | 398 | 900 | 695 | 968 | 14977
surveyed
a Urban 10% | 33% | 56% 97% | 12% | 67% | 33% | 42% | 16% | 38% 15% | 24% | 65% | 53% | 22% | 56% | 31% | 44% | 94% 43%
b Rural 90% | 67% | 44% 3% | 88% | 33% | 67% | 58% | 84% | 62% 85% | 76% | 35% | 47% | 78% | 44% | 69% | 56% 6% 57%
Consumer
2
Category
a Jeevan Dhara 33% | 15% 8% 7% | 30% | 14% | 24% | 15% | 21% | 25% 38% | 11% | 15% 4% | 38% 8% | 19% 7% 5% 18%
b Domestic A 55% | 70% | 81% 88% | 61% | 60% | 68% | 68% | 63% | 68% 56% | 82% | 68% | 79% | 58% | 83% | 68% | 73% | 61% 69%
[¢ Domestic B 0% 0% 1% 2% 2% 1% 0% 0% 0% 0% 0% 1% 0% 0% 0% 1% 1% 0% | 22% 2%
d Commercial 9% 7% 9% 3% 5% | 22% 7% | 14% | 13% 5% 5% 6% | 14% | 15% 3% 5% | 10% | 19% | 11% 10%
e Industrial 0% 0% 1% 0% 1% 1% 0% 1% 1% 1% 0% 0% 1% 1% 0% 1% 0% 1% 0% 1%
f Others 3% 7% 1% 1% 1% 1% 1% 1% 2% 1% 1% 0% 2% 0% 1% 2% 2% 0% 1% 1%
35 | Meters
installed
Mechanical 1% 2% | 54% 1% 4% | 18% 1% 2% | 11% 3% 2% 3% | 24% 1% | 62% 2% 2% 5% | 12% 11%
Electronic 99% | 98% | 46% 99% | 96% | 81% | 99% | 98% | 88% | 97% 98% | 97% | 76% | 99% | 37% | 98% | 98% | 95% | 85% 89%
gp | Working 96% | 89% | 96% | 100% | 91% | 94% | 97% | 98% | 94% | 87% | 93% | 98% | 95% | 98% | 94% | 98% | 92% | 72% | 99% | 94%
meters
Complaint
received
4 compiled
as per SoP
(%)
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Sl.
No Particulars - S
8 c = g
808 5% £
- g ¥ g g o | 2] 3 S| = 5 -
, | $1§5 2 2% IR IR
Off/Fault S | 8| & £t | § S| S s | B .
calls: = 2 g g tén ?'P -FU = {:'}) <
: 8 5 @ = -
[~ o ° 2 a © 42 © o
ves I AN AN | 5
No 13:4 20% | 23% | 1 2|5 k: S £ 'Fé ‘| >
5 >
Not 2% | 28% | 10% Of) 97% | 52% | 509 8 | 8| & 3 89
comment 85% 3% 3% o 0% | 51% o (U] Ig >
. ed 6 | 51% 2% | 09 7% | 239 <
, | Line 6 | 67% | 87% 0% | 19% | 41% % | 13% | 119
break 6| 0% | 45% 6 | 29% 9 % | 80% | 309
akdown: 6 | 50% 0% | 3% % | 3%
Y hd 29% 529 0 1% 0 25%
es % | 48% ° 3% | 16% 6 | 13% | 69%
No 13% | 59 87% | 86% e T 15% | 2% | 14% 45% | 339
5% | 23% 6| 19% | 679 % | 14% | 69 3%
Not 1% 79 | 10% 8% | o5% | a2% % | 81% | 60% | 85% 6% | 10%
o 39 o | 489
o ed | B7% | 88% | 679 % | 0% | 0% 0;) 725 | e% | 23% o | 17% | 49% | 56%
Replacement 7% | 79% | 59 o 6% | 4% | 10% 0% | 5%
of fai 5% | 56% 6119% | 09 6| 78% | 299
c ailed 6 | 52% 0% | 29 9% | 19%
Distri 5| 16% | 519 % 0% 6 | 15%
istribution % | 59% | 1000 0 1% 0% 0 3% | 63%
Tran 0% | 93% 6 | 25% | 19 27% 9
sformer: 6 | 21% | 699 1% | 19% 31%
Yes - % | 81% | 60% | 969 3% 7%
No 5% | 53% | 24% O | 18% | %% 61
o 0,
commented 94% | 43% 6| 89% | 1% 000 22% | 8% | 21%
5 | Conne 6 | 66% o % | 41% 6| 0%
cted 74% | 59 6 | 40% 6| 2%
|Oad A) 52% 96ty 20% O% . 75% O% 150
0to0 6 | 16% | 52% 3% | 1% | 69 % | 46% | 59
5 kw 6 | 59% | 1009 6% | 3% o % | 24% | 239
0.5t 33% | 159 % | 94% | 249 4% | 19 3% | 229
o below % | 10% 24% % | 56% 2%
SkW 2 5% | 319 6| 93% | 83% 6 | 14%
5K 67% | 84% | 899 1% | 19% | 26% 6 | 1% | 94% | 20% —
W & above | 09 % | 90% | 68% 6 | 16% | 20% | 25% o | 63% | 62%
¢ | Awareness of % | 1% | 1% 6| 76% | 73% 0 | 37% | 8% 3
con 6| 5% | 19 83% | 78% 6 | 18% | 49
sumers 1% 4% 1% 6| 73% 63% | 90% % | 41% 8% | 2
o 1% 6 | 789 ° 0%
o | 2% | 2% o % | 95% | 58% 0 6] 11% | 5% 199
1/) [ 90/) 0, A)
2% 9 79%
4% 1% T o | 87% | 71%
% | 3% | 1% 79%
(] 10/
(J 23% 39
%
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Sl.
No

Particulars

Marigaon

Kokrajhar

Tinsukia

North Lakhimpur

Mangaldoi

Badarpur

Bongaigaon

Golaghat

Guwahati-ll

Tezpur

Sivasagar

Dibrugarh

Kanch

Guwahati-I

Total/
Ave.

(Yes)

Existence of
CGRF

12%

5%

0%

0%

26%

15%

13%

14%

10%

Standards of
Performance

0%

0%

13%

0%

14%

0%

1%

0%

20%

6%

1%

8%

4%

Ombudsman

0%

0%

5%

0%

3%

0%

0%

0%

20%

6%

0%

11%

3%

7a

Consumers
overall
perception
and
satisfaction
level (Power
supply
availability)

Excellent

0%

0%

12%

4%

0%

9%

0%

0%

0%

0%

0%

1%

2%

0%

0%

1%

3%

0%

1%

2%

Good

0%

59%

39%

27%

11%

63%

7%

9%

0%

24%

14%

26%

69%

0%

0%

71%

26%

23%

55%

28%

Average

54%

40%

39%

54%

66%

27%

64%

40%

57%

47%

63%

60%

29%

81%

94%

23%

43%

23%

40%

50%

Poor

33%

0%

9%

15%

22%

1%

25%

38%

35%

13%

24%

13%

0%

18%

2%

5%

27%

19%

4%

16%

Qo |T|w

Very Poor

13%

0%

2%

0%

0%

0%

4%

13%

8%

16%

0%

0%

0%

0%

4%

1%

2%

35%

1%

5%

Quality of
Electricity
received
(Voltage
Fluctuation,
No. of
interruptions
etc)

Excellent

0%

0%

26%

4%

0%

9%

0%

1%

0%

0%

0%

0%

1%

0%

0%

0%

3%

0%

1%

2%

Good

3%

42%

30%

27%

10%

54%

37%

22%

2%

16%

74%

21%

74%

39%

0%

66%

59%

16%

46%

34%
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S
S
aQ
SI ‘g c —
< - = -
. . ] o o = o
No | Particulars | < c & s | 8 | BT | 5| 8| 8 | % 8| o | & J<
© s - = © g © o ‘S < < - ?@ 4 o0 - - £ -
| 8/ 8/ T || 3|5 ®| 5 | ww || 3|8 8| F| 8|58 3.
i w | S i~ c @ = = o c ] 3 Q © 2| 5 < c 3 8o
= © o o 8 | £ o = © o <} = o | 2 g | = 5 T 3 | o2
S 2 o ™ o = 2 S 0 @ (G) (G) = o o a 2 ~ O | =<
c Average 26% | 57% | 33% | 53% | 57% | 34% | 55% | 46% | 51% | 47% | 23% | 73% | 24% | 31% | 37% | 28% | 33% | 39% | 39% 41%
d Poor 55% 1% | 10% 15% | 32% 2% 7% | 18% | 40% | 26% 3% | 5% | 0% | 29% | 60% | 4% | 6% | 18% | 13% 18%
e Very Poor 16% | 0% 1% 0% | 1% 1% 1% | 13% | 6% | 11% 0% 1% | 0% 1% | 4% 2% | 0% | 28% 1% 5%
Behavior of
staff involved
c .
in fault
restoration
a Excellent 0% 1% | 27% 3% | 0% | 8% 0% | 0% | 2% | 0% 0% | 2% | 2% | 0% | 0% 1% 1% | 0% 1% 3%
b Good 76% | 89% | 59% 28% | 60% | 73% | 66% | 24% | 5% | 29% | 71% | 66% | 82% | 2% | 0% | 67% | 55% | 26% | 50% 49%
c Average 24% | 10% | 12% 63% | 38% | 18% | 32% | 46% | 37% | 37% | 26% | 29% | 16% | 94% | 74% | 27% | 41% | 67% | 42% 39%
d Poor 1% | 0% 1% 5% | 2% | 0% 2% | 21% | 53% | 23% 3% | 2% | 0% | 4% | 22% | 5% | 4% | 6% | 6% 8%
e Very Poor 0% | 0% | 0% 0% | 0% | 0% 0% | 8% | 3% | 11% 0% | 0% | 0% | 0% | 4% | 0% | 0% | 0% 1% 1%
d Overall Image
of APDCL
a Excellent 0% | 0% | 14% 2% | 0% | 16% 0% | 0% | 0% | 0% 0% 1% 1% | 0% | 0% 1% | 0% | 0% 1% 2%
b Good 0% | 73% | 55% 16% | 7% | 71% | 58% | 7% | 3% | 31% 19% | 20% | 76% 1% | 21% | 54% | 26% | 6% | 36% 30%
c Average 64% | 27% | 30% 66% | 93% | 11% | 34% | 81% | 55% | 35% | 63% | 77% | 21% | 73% | 73% | 39% | 63% | 65% | 55% 54%
d Poor 27% | 0% 1% 16% | 0% 3% 8% | 13% | 39% | 26% 18% | 2% 1% | 26% | 2% | 4% | 10% | 4% | 7% 11%
e Very Poor 8% | 0% | 0% 0% | 0% | 0% 0% | 0% | 2% | 8% 0% | 0% | 0% | 0% | 4% 2% | 0% | 24% 1% 3%
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Type of Meters installed and Working status (LT)

LT meters — 14977 no's ,

Mechanical meters -1683 no's, 11.24%
Electronic meters - 13243 no's, 88.42%
Pre-paid meters - 51 no’s, U.34%

Meters working -14076 no's , 93.98%
Defective meters -901 no’s, ©6.02%

In Marigaon circle, the number of electronic meters are 984 no’'s( 99%), which is having

highest electronic meters among all the circles.

In Cachar circle, the number of mechanical meters are 5049 no's (54%), which is having

highest mechanical meters among all the circles.

HT meters — 702 no’s
Mechanical meters — 6 no’s, 0.85%
Electronic meters — 696 no's, Y949.15%

Meters working — 698 no's, 99.43%
Detective meters — 4 no’s, U.57%
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LT consumers awareness on CGRF, SoP and Ombudsman

CGRF

= 0% of consumers surveyed is aware of existence of CGRF in 6 circles viz.
Marigaon, Nagaon, North Lakhimpur, Badarpur, Golaghat and Barpeta circles.

= Whereas, in Rangia circle, 579 no’s (71%) consumers surveyed are well aware
of the existence of the CGRF.

SoP

= 0% of consumers surveyed is aware of SoP in 8 circles viz. Marigaon, Nagaon,
Kokrajhar, North Lakhimpur, Badarpur, Golghat, Sibsagar and Barpeta circles.

* Whereas, in Tezpur circle, 163 no’s (20%) consumers surveyed are aware of
the SoP.

Ombudsman

= 0% of consumers surveyed is aware of Ombudsman in 10 circles viz.
Marigaon, Nagaon, Kokrajhar, Rangia, Golaghat, Kanch Badarpur, Barpeta
Bongaigaon and North Lakhimpur circles.

*  Whereas, in Tezpur circle, 163 no’s (20%) consumers surveyed are aware of
the Ombudsman.
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LT Consumers overall perception and satisfaction Level

- Power supply availability

@ Excellent
i Good

i Averapge
@ Foor

W Very Foor
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HT Consumers overall perception and satisfaction Level

34%

- Power supply availability

55%

B Excellent
& Good

ld Awreraga
o Poor

M Very Poor
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LT Consumers overall perception and satisfaction Level

- Quality of Electricty received (Voltage Fluctuations and interruptions etc.)

5% 2%

34%

o Exceflent
o Good

Wl Average
| Poor

W Very Poor

147



HT Consumers overall perception and satisfaction Level

- Quality of Electricty received (Voltage Fluctuations and interruptions etc.)

8%

1% 2%

E Excellent
B Good

M AVEFAEER
& Poor

W Very Poar
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LT Consumers overall perception and satisfaction Level

- Behavior of staff involved in fault restoration

9%

§ Excellent
M Good
Wl Avarage
@ Paor

W Very Poor
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HT Consumers overall perception and satisfaction Level

- Behavior of staff involved in fault restoration

7% 1% 3%

M Excellent
E Good

W Averige
B Poor

W \Very Poor
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Overall image of APDCL - LT Consumers

3% 2%

E Excellent
& Good

W Average
W Poor

W Very Poor
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Overall image of APDCL - HT Consumers

51%

M Excellent
 Good

i Average
& Poor

& Very Paoor
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14.

Summing up

The report covers survey of 14,977 LT consumers and 702 HT consumers in
nineteen circles in different zones across the State. As observed from consumer
survey 6 circles are predominately rural, 5 circles predominately urban and 8

circles have fair representation of rural and urban.

The consumers are predominately under Domestic — A category (55 to 88%) and
in some, there is fairly good percentage of Jeevandhara consumers (7 to 38%).
Jeevandhara consumers are predominately rural. In all the circles the meters
installed are “electronic” (96 to 99%) but in Barpet and Cachar Circle it is 37% and
46% respectively. Metering in these two circles also have to be improved with
replacement by electronic meters on priority basis. The commercial category is in
good percentage in Tinsukia, Mangaldoi, Badarpur, Tejpur, Sibsagar and Kanch
circles. The meters installed are in working condition in all circles ranging from
87% to 100% except in Kanch where it is 72%. This shows that the energy supplied
to consumers is properly measured. However the defective meters are to be

brought down to less than 5%.

The survey indicates that the compliance of SoP by the Distribution Company in
attending to the consumer complaints is not that satisfactory except in Rangia,
circle where 94 to 97% of consumers feel it is within SoP inrespect of Fuse of Calls,
Line Break Downs and Consumer bill complaints. In Mangaldoi it is ranging from

78% to 50%. In other circles the compliance level is ranging from 0 to 54%.

The overall perception and satisfaction level of consumers with reference to
“Power Supply” is at 28% good. It is mostly average and below in all circles except

in Tinsukia 63%, Tejpur 69% and Dibrugarh 71%.

The overall image of APDCL is 30% good but in Nagaon, Tinsukia and Tejpur
Circles, itis at 73%, 71% and 76% respectively. It mostly average and below in all

other circles.
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Frequent interruptions in power supply and shut down of power supply

without notice is reflected in consumer survey and also in the views expressed

by the Associations and consumer groups including HT consumers. This has

resulted in bringing down the image of APDCL to a large extent. It is stated that

frequent interruptions in power supply have adversely effects the industrial

production and quality of product.

This requires immediate attention to improve consumer perception and

satisfactory level and also the overall image of APDCL.

Highlights during discussions with selective group of consumer organisations.

a.

Cll (NE) Chapter

Sanction of load above 2 MVA is being referred to Government leading
to delay in sanction, which is not required as per delegation of powers.
Bill collection centres to be opened area wise instead of at sub division
office only.

In certain areas the staff of the utility is collecting money for
replacement of failed distribution transformer.

Transformer wise load balancing to be done for good quality of power
and to reduce interruptions.

At distribution transformers section fuse boxes to be installed as a
safety measure.

All Electromechanical HT meters are to be replaced with electronic
meters to avoid malpractice in recording PF and MD.

Line guarding has to be provided, wherever road cross of lines is there.
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15

Assam Branch, Indian Tea Association, Guwahati

(i)

(ii)
(i)
(iv)
(v)
(vi)

(vii)

(viii)

(ix)

()

There are 277 Tea gardens in Assam

There are frequent load sheddings and breakdowns

Load shedding to be informed in advance by SMS

There is delay in attending power breakdowns

Power supply is only for about 10 hours a day

Delay in completion of 33/11 kV substation resulting in poor quality of
supply in the area.

Substation is feeding upto 23 KM length of line resulting in drop in voltage
Continuous supply to be given from midnight to 2 PM next day as
manufacturing of tea is in full swing during that time.

Verification of tailend voltages and transformer voltages shall be done
regularly besides survey of load growth.

Ongoing improvement works shall be closely monitored to speed up their

completion.

Recommendations/Suggestions

Having studied the functioning of the existing Consumer Grievance Redressal
Mechanism in APDCL, functioning of Consumer Grievance Redressal Forums,
Ombudsman and enforcement of Performance standards by distribution licensee,
the consultant makes the following recommendations/suggestions to improve
functioning of CGRFs, and Ombudsman and implementation of Standards of

Performance by the Distribution Company to protect the interest of consumers.
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15.1 Functioning of Consumer Grievance Redressal Forums

The survey has revealed that very few consumers (0 to 12%) except in Rangia
Circle (71%) are aware of the existence of Consumer Grievance Redressal
Forum in each of the zones and their function to redress the grievances of
consumers which are not redressed by the DISCOM to their satisfaction. Similar
is the case with Ombudsman who is an Appellate Authority over CGRF. It is the
same case with the consumer Associations/Groups including industrial

consumers.

The consumers are required to be educated by giving wide publicity in the print
and electronic media and distribution of pamphlets explaining the functions of
these institutions etc., along with the electricity consumption bills every month.
Some meetings of consumers may be got conducted to explain to them about
CGRF, Ombudsman and SoP, if necessary by engaging an agency for this

purpose.

This is necessary otherwise the purpose of creating these institutions under the

Electricity Act is defeated.

15.2 Implementation of Standards of Performance fixed by the Commission by

Distribution Company

Except in the case of power failure complaints (fuse of calls etc.,) proper
record (Registers) are not being maintained in other cases to review the
complaints received, the time taken to attend the grievances etc. APDCL
should conduct training programs to the Distribution Engineers and Staff on
the functioning of CGRF and Ombudsman and compliance of SoP by the
Distribution Engineers. Each Distribution sub-division should maintain the
registers indicating the time and date of receipt of grievance/complaint, status
of implementation, date and time of implementation and reasons for non-
redressal of grievance. These registers to be reviewed every day by designated

officer at sub division level and ensure SoP is implemented.
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15.3

16.

Consumers are also to be educated on SoP and compensation to be paid to
consumers for non implementation etc., by printing a pamphlet and distributing

to consumers along with electricity bills.

The Senior Officers should periodically review the registers on redressal of

grievances/complaints and action to be taken on defaulting Officers/Staff.

Power Supply Failure

Apart from the who participated in the survey the Consumer Associations and
select Groups including HT industrial consumers have bitterly complained about
frequent interruptions in power supply for short and long durations and also on
load shedding without notice. The Commission/ the Distribution Company shall
call a meeting of the industrial consumer associations/groups and other
associations to discuss the matter of power failure and other issues being faced by
them etc., and ensure continuous power supply particularly for industries and
prompt attention to be given to all consumers, particularly industrial consumers,

in redressing their grievances.

Stakeholders Meeting on the Draft Final Report

The Assam Electricity Regulatory Commission has organised the Stakeholders
meeting on 25t July, 2016 in the conference hall, NEDFi House, Guwahati to discuss
the draft final report submitted by ASCl on the “Study on Effectiveness of

Consumer Grievance Redressal Mechanism and SoP Compliance by the APDCL”.

The purpose of the meeting is to elicit opinion from the Stakeholders on the
findings of the study and provide suggestions for improvement of the consumer
redressal system in the state besides improving overall performance of the

Distribution licensee.
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The meeting was presided over by Shri. N.K.Das, Chairperson of the Commission,
Shri. D.Chakravarthy and Shri. S.C.Das Members of the Commission were also
present. The Addl. Chief Secretary to Government, Power Department, Electricity
Ombudsman, Managing Director of APDCL, Chairman of the Power Utilities,
Chairpersons of the 8 Consumer Grievance Redressal Forums and other Officers of
APDCL were also present. Some Members of the State Advisory Committee,

representatives of the major consumer organisations have attended.

The representatives of consumer organisations have reiterated the views and the

suggestions expressed by them earlier as recorded in Para 12.7 of the report.

The Main Stress is on

Consumer awareness has to be improved about CGRF and Electricity
Ombudsman throughout the State.

APDCL should maintain records on the complaints/grievances of consumers
at level | and Level Il and their compliance.

All electro mechanical meters are to be replaced with electronic meters.
APDCL has to maintain rolling stock of distribution transformers and meters
to replace the defective ones promptly.

The quality of power supply has to be improved.

The Record Notes of the Stakeholders meeting are provided under

Annexure — X of the report.
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Annexure-|
Terms of Reference and Scope of Work
The name, objective and description of the assignment are as follows

Study on Effectiveness of Consumer Grievance Redressal Mechanism and
Compliance of Standards of Performance (SoP) by the APDCL

Approach to the Assignment (Scope of assignment):

Study the functioning and effectiveness of existing consumer grievance
Redressal mechanism.

Carry out a Consumer Survey to understand the major problems faced by the
consumers related to the quality of power, power failure, getting new
connection, meter and bill related problems, etc., time taken for Redressal,
compensation paid to consumer, awareness level about existing Redressal
mechanism among consumers, consumer satisfaction level, etc., among are
representative sample of domestic/other category electricity consumers in
selected urban and rural area of Assam.

Based on the study, examine the comparative performance in different
Electrical Circles and analyzing the reasons for such difference. Also, evaluate
the extent of enforcement of performance standards by the distribution
licensee laid down by the AERC Regulations in Urban and Rural Areas of Assam.

Suggest improvements to strengthen the grievance Redressal system and
feasible performance standards enforcement mechanism.

Description
Study the functioning of existing consumer grievance redressal mechanism

This will include studying the functioning of the existing consumer grievance
redressal system of the DSCOM along with functioning of the Electricity
Ombudsman to understand the existing structure for redressal of
grievances, its evolution over the year and its effectiveness.

This study will be based on data/information received from the records of
the APDCL Offices, consumer Grievance Redressal Forums and Office of the
Electricity Ombudsman. Records of at least five (5) years preceding the date
of allotment of works shall be investigated.
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Stakeholder discussions: Interactions with the APDCL will be carried out to
understand the mechanism in place for handling consumer grievance and
for enforcing SoP. Discussion will be held with CGRFs, Ombudsman, and the
Commission to seek inputs on the efficacy of the grievance redressal system
in place and their perspective on the same. AERC’s views may also be taken
on the monitoring mechanism in place for SoP and quality of the data
submitted by the DISCOM in compliance with the SoP Regulations.

Consumer Survey

The Survey will be conducted to cover consumers in each Circle of DISCOM
and each consumer category within Circle.

The total consumer base across the State is more than 27.72 Lakh of which
27.58 Lakh is LT consumers and about 14000 consumers are HT consumers.
The minimum sample size shall be 15000 consumers of which at least 14000
consumers should be selected from the LT categories and 700 consumers
from HT categories.

The domestic category consumers may be grouped in three categories in
terms of their sanctioned load upto 0.5 KW (Jeevan Dhara) above 0.5 KW &
upto 5 KW (Domestic A), and above 5 KW (Domestic B). Random sampling
shall be done on pro-rata basis with reference to the number of consumers
of each category.

The survey shall be carried out by engaging trained field investigators in
each Electrical Circle, if possible, simultaneously.

Two electrical divisions having the highest number of consumers from each
circle of the DISCOM shall be covered in the survey. From every electrical
Division, two electrical sub-divisions are to be selected, one having the
highest number of consumers and other having the lowest number of
consumers in that Division.

Where possible, the consultants must make efforts to ensure consumer
coverage from all categories from each circle covering both rural and urban
population. In order to achieve this purpose of better representation,
alteration to the selection criteria may become necessary in due course of
the survey and this shall be done only after consultation and approved of
the Commission.

The actual fields survey shall be completed within 9-10 weeks.
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The main objective of the consumer survey would be to understand the
major problems faced by them in relation to the quality of power, power
failure, getting new connection, payment mechanism made available to
them, meter and bill related problems, etc., and time taken to resolve such
issues. Additionally, consumers perception satisfaction level, awareness
level and experiences with respect to the support provided by the consumer
grievance Redressal forum and effectiveness of the overall grievance
Redressal mechanism should also be captured in the survey. In view of the
discussions /survey is to be undertaken among key consumer groups and
associations in selected urban and rural areas. Selection of stakeholders for
this will be done in consultation with AERC.

Enforcement of Performance Standards by the Distribution Licensee

Based on the survey, the study shall include the extent of compliance by the
licensee of the Standards of Performance (SoP) specified by the AERC
(Distribution Licensees’ Standards of Performance) Regulations 2005 in both
rural and urban areas.

The study shall aim to understand the awareness of the concerned officials
of the licensee on the performance standards, techniques of record keeping
of the licensee, problems encountered by the licensee in resolving the
complaints within time specified in the Regulations, reporting compliance to
the Commission etc.

Technical Approach for Study

Software shall be developed for data compilation and analysis,. The same
shall be approved by the Commission.

Data cleaning with reference to the questionnaire and instructions
contained therein and the discussions held with AERC from time to time
during the process of survey will be properly documented as required.

Econometric model will be used along with functional details.

Regression techniques to be adopted with the help of software and the
scope of inferences to be deduced.

Error/tolerance etc., will be specified as per the proposed methodology and
its bearing on over all data reliability if necessary.
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Annexure - |
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Lakhimpur
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Kokrajhar I
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Sivasagar
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Annexure- I

Questionnaire for Electricity Consumer Survey in Assam

5L
LY Particulies Consumes Feedback
(5L MNo. 1 to be filled by the surveyar)

1 | Name of the Electrical Circle Elecirical Circle
Mame of the Electrical Division Electrical Divislan
Name of the Electrical Sub-division Electrical Sub-Division

& | Name of the Consumar
Address
Contact Mo.

Email:

3 | al Consumer Number
b} Category
5. tagitea a) Urban Area [ b) Rural Area ||
dj Sinee how long you have been avalling supply aj > 10 yoars |:| b) < 10 years I:I
gl I supply is being avalled for more than 10 years

Gd you gat your wiring and sarthing checked up | ajYes [ | bine]_|  cl Not Appiicabie |
Torr safety.
&) Methanica &) Electrani c Prepaid
s eehanical ] ) Becan [ ] chprepsel ]
Mieter status iﬁWnﬂJn;El b Dﬂtﬂ.lve[l
hi Whether power supply is made through
; i a)Yes I:l b} Mo I:I

& | connected Load a) ¢ to 0.5 KW D b!ﬂ.EtuhmEI(WD

€)1 5 KW and .:hm-D

5 | Are you aware of existence of

a) Consumer OGriedance Redredsadl  Forum

(CGRF] in your area,
b] Ombudsman

el Standards of Performance | SoP | fiked by
AERC against the complaint of  fuse ll,
low  votage, replacdment ol  delective
meler, new sendee connectlon, wong kil

dl The provision of compensation for
Ineffecient serdce ai por SoP against the
fuse call, low voltage, meplacemant of
mater, new senace connection, wrong bil.

B Yes I:I
alhYes EI

a) Yes I:I

bine [ ]
b] No I:I

bine [ ]

ajves [ ] bine [
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STANDARDS OF PERFORMANCE (SoP] FIXED BY
ASSAM ELECTRICITY REGULATORY COMMISSION FOR
REDRESSAL OF COMPLAINTS

Kindly provide your valuable
feedback  whether  your
grievance.  was  redressed
within  the time frame
specified in the Sop

a) Fuse-off/Fault Calls:
Cities/Town 1 4 hours
Rural Area | 24 hours

ajfes [ | bimo| |

I Mo, time taken in hrs
o] Not Applicable |:|

b) Line breakdown :
Cities /Towns : 24 hrs without replacement of pole
1 48 hrs. with replacement of pole
Rural Area 124 hrs, without replacement of pole
i 7% hrs. with replacement of pole

sjes [ | bima[ |

I Mo, time tkes in b
€] Nt Applicable |:|

¢} Replacement of falled Distribution Transformer:
Citles/Towns : 1 day
RuralArea | Sdays

ves | omel ]

£ Mot Applicable |:|

d) Replacement of damage service line:
Fault in consumer's installation : 3 days after payment
MNormad wear & tear ; 3 days after receipt of complaint

e T vl

IF Moy, how many days
¢l Not Applicale [ |

¢] Complaints about Meters ; [LT Consumers)

# Testing ,Checking & Calibration of Meter for accuracy
Urban Area : 7 days from lodging complaint
Rural Area  : 15 days from lodging complaint

aves [ ] wime[ ]

<] Not Applicable |:|

& Defective/Stopped/Burnt Meter Replacement :

Urban Area
If replacement not attributable to consumer - 7 days

if meter cost ks payable by consumer ; 15 days after payment

if metering equipment is required to be supplied by
consumer: 15 days after supply .

Rural Area :
If replacement not attributable to consumer : 15 days

I meter cost is payable by consumer : 30 days after payment.

Complaints about Meters ; [HT Consumers)

Replacement of stopped/defective meters or related
eguipments: 7 days after receipt of complaint f meter is in
stock, othersise within 3 months.

Replacement cost payable by consumer : 15 days after
receipt of payment if meter is in stock, otherwize within 3
months

Metering equipment required to be supplied by consumer:
30 days after delivery of metering eguipment.

ave] | @mi]
If Mo, how many days
] Not Applicable |:|

aves [ | vime[ |

If Mo, how manydays ____
¢) Mot Applicakla |:|

fi Complaints about Consumer’s bill ;
Urban Area @ 3 days
Fural Area: 7 days.

a} Yea D Ir]HoD

If Mo, how many days
€] Mot Applicable [:|

aj¥es D

Do you visit the website of APDCL

b} Mo D
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B | \Whether epayment facility avalled. a)¥es D b} Mo I:I
9 | Are you aware of energy saving equipments like | a] Yes |:| bjNo D
LED xmps, solar Eamps [ Solar heater otc
10 | Da you have stand by provision fike 0G set ar | alYes [ | viwe [ |
Irmverter.
11 | Déd you make any representation to the CGRF
for non-respanse or not being satisfied with the T D hito D
respanse of DISCOM on any of the above
grievances.
12 | What was the type ard response for your
eonmplaint
il l.'q'hetlhe;'.ruur comgdaimt was admitted far a)¥es I:I bl “"D :]Hﬂlppiﬂth
enguiry’
il wnﬂlhe_: your comgaint was rejectad after ] Yes I:I H) hh]:[ ¢] Mat Wﬁbhl:l
enguin
Oid the CGRF #4ue ofdsr i fBSponds 1o ywour
jiiy | mplaint, ordering payment of compensation a) Fes b Mo ¢] Mat Applicable
far the Ineffchent servics or non-response of El D EI
[HSCOMT
jj | Dbl you recesve any compensation from the | gpyey b No ¢] Mot Apphicable
DiSCOM based an CGRF dedision 7 D D D
I you were not satisfied with the decision of
CGRF then
8} Didyouw make any appeal to the
| " ot ves [ o] cinosoptcanq ]
bl Was thecase disposed of by the a]¥es I:I hlhh]:] t]NMlpp!uhEtB
Orrtiuidsman?
ol Didyow recelve any order of tha
sich doeplripian aves D b} th:[ :]mm.i.ppinhvzlj
d}  ‘Were you satisfied with the arder? al¥es I:I hlhhlj :]Nutﬁppinhhlzl
18 | Whether any electrical accident took place at e b
Your promises. ' D '“E
IF Yes,
al  ‘Whethers the accident was magos aves [ | bime[ | cimorapplieabi{ |

b} Whether the accdent imvolved loss of
life

£l ‘Whether there wat loss of property

dl  Whether any engquiry mate by
competent authority,

el Aroypau awace of any action taken?

fi  ‘Whether any compensaticn was
claimed

g} Whether campensation was
admitted/rejected citing appropriate
prounds.

h]  Whether any COMmpensalicn fecelyed

a] Yes D
alves D
a] Yes D

1] Yes D
a]¥es D

a) Yes D
a)ves D

bi |
by e |
b) e[|
h]hh:El
vine[ |

o) ho_|
sine[ ]

¢] Mot Applicabid |
¢I ot Agplicabiq |
¢] Mot Applcabld |
¢] Nat nppluth
el Hutupluth

¢ Nt Applicablie__]

¢} ot Applicabid__]
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CONSUMER'S PERCEPTION

15

CONSUMER PERCEPTION
AND SATISFACTION LEVEL

Kindly give us your valuable feedback on
each of the below mentioned 16 points

| Excellent | Good | Average | Poor

RATING

Please put a tick (V] mark in the relevant box for cach

of the 16 points to indicate your oplnion about
AFDCL

Vary Poor

{al

Electricity avallabality situation in your area

7]

Cuality of efectricity received [Voltage
Fluctuation, Number of mberruptions, etc)

Behaviour of staff invalved in fault
resToration.

(4]

Behaviour of officers /stafl involved in new
connection and time taken.

(e}

Behaviour of officers /staff involved In change
of category fownership and time taken.

Accuracy & meter reading on Bill

(&

Bill delivery on time [ No Defay and
adeguate time before due date)

()

Accuracy of APDCL Bills {Reduction in Billing
ITOrS)

(i

Nuarmber of Bill payments Counters asd
Opthons {cash, Cheques, drop-bowes, e-
payment of bill}

i

Per Unit rate being chamged by APOCL

(k)

Response of Customer Care Centre

Cormplaint Handhing Procedure and time
taken to resalve complaint

fm)

Waiting time 1o be attended at Bill payment
Counter and Customer Care Centre

(n]

Basic Civic and walting facifities for customers
at APDCL offices

(=)

Advance intimathon regarding poser shut
down/ load shedding

(m)

Owverall image of APDCL

16,

Ary suggesthan from you in improving the
services of APDCL

Pate;

Sagnature of Consumer

Full Signature of Surveyor
4
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Annexure - IV

Feedback data on Electricity Consumer Survey

c —_— [a—
Sl. Particulars-/ Nan:ne of § e | _::T: © §_ 3 ‘g_ .§° E E N E'b © ',:7, E Tg
No. the Electrical Circle 2| S| &8 7| ERE: E % 5 0| ® S| 3 3 g | ¥ 85 S -
$/8 8¢ & Es3s 8 8/ 8| & 5 8 258 5 3
IS::L;\'; of Consumers | 1500 | 802 | 935 | 929 | 811 | 811 | 892 | 708 | 911 | 751 | 336 | 862 | 807 | 801 | 660 | 398 | 900 | 695 | 968 | 14977
3 b) Category
Jeevan Dhara 327 | 118 | 78 61 | 247 | 114 | 213 | 109 | 195 | 189 | 128 96 | 122 | 34 | 250 | 31 | 172 | 46 45
Domestic A 547 | 565 | 759 | 813 | 494 | 489 | 605 | 481 | 576 | 511 188 705 | 545 | 633 | 386 | 332 | 610 | 505 | 595
Domestic B 0 0 5 17 14 11 1 0 2 1 1 8 1 3 0 2 11 0 212
Commercial 93 | 59 80 31 43 | 179 | 64 99 | 115 | 34 16 48 | 110 | 123 | 17 20 91 | 134 | 104
Induatrial 2 3 5 2 7 9 3 9 5 10 0 3 11 8 3 4 2 10 2
Others 31| 57 8 5 6 9 6 10 18 6 3 2 18 0 4 9 14 0 10
HT 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
3¢ Location
Urban Area 102 | 265 | 521 | 898 | 101 | 547 | 295 | 297 | 150 | 286 51 205 | 528 | 426 | 142 | 224 | 283 | 307 | 912 | 6540
Rural Area 898 | 537 | 414 | 31 | 710 | 264 | 597 | 411 | 761 | 465 285 657 | 279 | 375 | 518 | 174 | 617 | 388 | 56 8437
Since how long you have
3d) .
been availing supply
> 10 years 695 | 447 | 395 3 360 | 190 | 423 | 145 | 461 | 450 | 285 | 504 | 317 | 603 | 97 | 242 | 639 | 323 | 297
<10 Years 305 | 355 | 540 | 926 | 451 | 621 | 469 | 563 | 450 | 301 51 358 | 490 | 198 | 563 | 156 | 261 | 372 | 671
If supply is being availed
for more than 10 years
3 e) | did you get your wiring
and earthing checked up
for safety
Yes 41403 | 70 | 919 | 262 | 314 | 190 | 179 | 280 | 200 26 262 | 518 | 748 | 481 | 143 | 390 | 161 | 523
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c - —
Sl. Particulars_/ Nar_ne of § e | _c:B P §_ 3 §_ §° E ;: N E'b © ':E“ ;: §
No. the Electrical Circle | S| 8 % g % s E S 5 5| B 8§ 3|8 3 | ¥ 8 5% -
$ §/8 s s/ Ee% S 8 8 8 8|28 ;&8 8 5|58|¢
No | 165|277 | 463 | 9 | 467 | 341|239 |457 249 (348 | 23 |456| 69 | 19 | 116 | 182 | 244 | 144 | 238
Not Applicable 831 | 122 | 402 1 82 | 156 | 463 | 72 | 382 | 203 | 287 |144 | 219 | 34 63 73 | 266 | 390 | 207
3 f) | Metertype
Mechanical 6| 14 | 509 5 30 | 149 | 13 12 | 102 | 23 6 25 | 194 6 407 8 22 32 | 120
Electronic | 994 | 787 | 426 | 924 | 781 | 655 | 879 | 696 | 801 | 728 | 329 | 836 | 612 | 795 | 244 | 390 | 878 | 662 | 826
Pre-paid 0 1 0 0 0 7 0 0 8 0 1 1 1 0 9 0 0 1 22
3 g) Meter Status
Working 963 | 714 | 898 | 929 | 736 | 763 | 861 | 692 | 857 | 653 | 311 | 847 | 765 | 784 | 621 | 389 | 832 | 501 | 960
Defective 37| 88 | 37 0 75 | 48 | 31 | 16 | 54 | 98 25 15 | 42 | 17 | 39 9 68 | 194 | 8
3 h) Whether power supply is
made through franchisee
Yes 913 | 418 | 36 | 136 | 11 40 | 273 | 135 | 149 | 62 0 94 92 0 246 | 113 | 93 87 10
No 87 | 384|899 | 793 | 800 | 771 | 619 | 573 | 762 | 689 | 336 | 768 | 715 | 801 | 414 | 285 | 807 | 608 | 958
4 Connected load
OtoO0.5kwW | 327|122 | 91 | 50 | 248 | 156 | 235|114 | 179 | 191 | 124 | 65 | 142 | 34 | 269 | 30 | 179 | 79 | 52
0.5 to below 5kW 673 | 674 | 830 | 837 | 552 | 619 | 652 | 588 | 712 | 545 | 210 | 780 | 631 | 757 | 383 | 358 | 711 | 606 | 690
5kW & above 0| 6 14 | 42 | 11 | 36 5 6 20 | 15 2 17 | 34 | 10 8 10 | 10 | 10 | 226
5 Are you Aware of
existence of
Consumer Grievance
5a) Redressal Forum (CGRF)
in your area
Yes 0 0 60 | 107 | 579 | 40 2 53 2 12 1 24 | 207 | 10 0 61 65 92 | 140
No | 1000 | 802 | 875 | 822 | 232 | 771 | 890 | 655 | 909 | 739 | 335 | 838 | 600 | 791 | 660 | 337 | 835 | 603 | 828
5b) Ombudsman
Yes 0| O 51 0 3 38 1 19 2 3 1 17 | 163 | 13 0 24 | 54 3 111
No | 1000 | 802 | 884 | 929 | 808 | 773 | 891 | 689 | 909 | 748 | 335 | 845 | 644 | 788 | 660 | 374 | 846 | 692 | 857
Standards of
5¢)

Performance (SoP) fixed
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| = S = _n
Sl Particulars / Name of § | . ki ® 3l 8| 5 §° s | B 5| o < B =
No. the Electrical Circle | s 5 |7|S2 2EcE S| 2| B |G 5/ 8| 8| ¥ 2 |6 S
S |5 | £ 2| 3|EE 5| 8| ¥ & | 2| 2| 8| e 5 £z
s | 2/ 8|8 |8 |28 s |8|8&8| & |6 |2 5 &|B8|8|8|3&
by AERC against the
complaint of Fuse call,
low voltage, replacement
of defective meter, new
service connection,
wrong bill
Yes 0 0 53 0 41 | 107 1 102 1 9 0 8 163 4 0 24 42 9 81
No | 1000 | 802 | 882 | 929 | 770 | 704 | 891 | 606 | 910 | 742 | 336 | 854 | 644 | 797 | 660 | 374 | 858 | 686 | 887
The provision of
compensation for
inefficient service as per
5 d) SoP against the fuse call,
low voltage, replacement
of defective meter, new
service connection,
wrong bill
Yes 0| O 51 0 41 | 108 | 1 21 1 4 0 11 | 159 | 4 0 15 | 47 1 60
No | 1000 | 802 | 884 | 929 | 770 | 703 | 891 | 687 | 910 | 747 | 336 | 851 | 648 | 797 | 660 | 383 | 853 | 694 | 908
Standards of
Performance (SoP) fixed
by AERC for redressal of
complaints
6 (Kindly provide your
Valuable feedback
whether your grievance
was redressed
within the time frame
specified in SoP)
6a) Fuse-Off/Fault calls:

182




| = S = _n
SI. Particulars / Name of § | - 5 P 3l 8| 5 Eﬂ = | B 5| o < £ B
No. the Electrical Circle _g S _;:T; T L | E_E gn g T -E‘:.P -§ g & é tén E < .§ S
$ 5§ 8|58 £|85 S 8|88 &/ 8|5 858|883
Cities/Town : 4 hours
Rural Area : 24 hours
Yes 130 | 164 | 214 | 94 | 786 | 435 | 442 | 363 | 61 | 174 42 95 | 645|244 | 18 | 99 | 115 | 482 | 432
No 231226 | 95 30 23 14 3 137 | 374 | 215 1 27 10 21 | 108 | 59 17 96 57
NOtApp"ciiZ'i‘ZQT:; 847 | 412 | 626 | 805 | 2 | 362|447 | 208 | 476 | 362 | 293 | 740 | 152 | 536 | 534 | 240 | 768 | 117 | 479
Line breakdown:
Cities/Town : 24 hrs
without replacement of
Pole
: 48 hrs with
6 b) replacement of pole
Rural Area :24hrs
without replacement of
Pole
: 72 hrs with
replacement of pole
Yes 125 | 40 | 216 | 165 | 774 | 354 | 425 | 555 | 59 | 171 1 39 | 631|235 | 125 | 60 29 | 439 | 266
No 10| 56 | 92 30 0 0 2 41 | 383 | 140 0 20 4 11 1 100 | 11 | 130 | 30
NOtApp"ciiZ'i‘ng:; 865 | 706 | 627 | 734 | 37 | 457 | 465 | 112 | 469 | 440 | 335 | 803 | 172 | 555 | 534 | 238 | 860 | 126 | 672
Replacement of failed
6¢) Distribution Transformer:
Cities/Town : 1 day
Rural Area :5 days
Yes 53 1425|227 | 81 | 46 | 383 | 36 |308| 72 | 159 1 21 | 605 | 4 96 | 182 | 44 | 165 | 222
No 7| 36 91 | 158 | 723 7 3 289 | 363 | 149 0 27 11 50 18 14 12 | 388 | 132
NOtApp"ciiZ'i‘ZQT:; 940 | 341 | 617 | 690 | 42 | 421 | 853 | 111 | 476 | 443 | 335 | 814 | 191 | 747 | 546 | 202 | 844 | 142 | 614
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No.

Particulars / Name of
the Electrical Circle

Marigaon

Nagaon

Cachar

Kokrajhar

Rangia

Tinsukia

North
Lakhimpur

Mangaldoi

Badarpur

Bongaigaon

Golaghat

Guwahati-ll

Tezpur

Sivasagar

Barpeta

Dibrugarh

Jorhat

Kanch

Guwahati-I

Total

6d)

Replacement of damage
service line:

Fault in consumer's
installation : 3 days after
payment

Normal wear & tear : 3
days after receipt of
complaint

Yes

38

23

728

23

765

223

13

501

66

155

29

550

74

125

46

31

313

185

No

28

32

64

350

114

37

11

164

16

Not Applicable/Not
indicated

959

751

202

874

45

588

877

143

495

482

335

828

253

724

535

315

858

218

767

6e)

Complaints about Meters
( LT Consumers) :

6e)i

Testing checking &
calibration of Meter for
accuracy

Urban Area : 7 days from
lodging complaint

Rural Area : 15 days from
loding complaint

Yes

21

36

714

33

58

103

12

153

60

149

27

440

125

89

36

296

185

No

12

30

733

367

326

95

11

211

17

Not Applicable/Not
indicated

976

754

218

866

20

703

880

188

525

507

335

828

356

794

535

302

855

188

766

6e)

Defective/stopped/Burnt
Meter replacement
Urban Area:

If replacement not
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SI.
No.

Particulars / Name of
the Electrical Circle

Marigaon

Nagaon

Cachar

Kokrajhar

Rangia

Tinsukia

North
Lakhimpur

Mangaldoi

Badarpur

Bongaigaon

Golaghat

Guwahati-ll

Tezpur

Sivasagar

Barpeta

Dibrugarh

Jorhat

Kanch

Guwahati-I

Total

attributable to consumer:
7 days

If meter cost is payable by
consumer : 15 days after
payment

If metering equipment is
required to be supplied by
consumer : 15 days after
supply

Rural Area:

If replacement not
attributable to consumer :
15 days

If meter cost is payable by
consumer: 30 days after
payment

Yes

13

16

631

19

764

96

431

32

10

40

399

125

43

24

59

127

No

18

48

29

94

250

27

13

13

38

10

198

21

Not Applicable/Not
indicated

985

768

256

881

43

709

888

183

629

714

335

817

395

786

535

317

866

438

820

6e)
i

Complaint about Meters
(HT Consumers)
Replacement of
stopped/defective meters
or related equipments: 7
days after receipt of
complaint if meteris in
stock, otherwise within 3
months
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| = S = _n
SI. Particulars / Name of § | - 5 P 3l 8| 5 Eﬂ = | B 5| o < £ B
No. the Electrical Circle _g S _;:T; T L | E_E gn g T -E‘:.P -§ g & é tén E < .§ S
$ 5§ 8|58 £|85 S 8|88 &/ 8|5 858|883
Replacement cost payable
by consumer: 15 days
after receipt of payment if
meter is in stock,
otherwise within 3
months
Metering equipment
required to be supplied by
consumer: 30 days after
delivery of metering
equipment
Yes 0| 1 70 0 4 5 0 52 | 32 | 13 0 6 56 0 [125]| 7 6 23 | 42
No 0| 1 0 27 0 1 0 92 (241 | 4 0 1 13 0 0 18 1 | 130 19
NOtAppl'ciizli‘zéT:; 1000 | 800 | 865 | 902 | 807 | 805 | 892 | 564 | 638 | 734 | 336 | 855 | 738 | 801 | 535 | 373 | 893 | 542 | 907
Complaints about
6 1) Consumer's bill:
Urban Area : 3 days
Rural Area : 7 days
Yes 41 | 315 | 769 | 46 | 760 | 244 8 354 | 30 89 24 14 | 520 | 12 | 125 | 51 | 113 | 470 | 251
No 16 | 26 6 31 | 39 | 30 5 | 189 | 247 | 64 1 11 | 17 | 24 0 34 | 22 | 106 | 62
NOtApp"ciiZ'i‘zQ::; 943 | 461 | 160 | 852 | 12 | 537 | 879 | 165 | 634 | 598 | 311 | 837 | 270 | 765 | 535 | 313 | 765 | 119 | 655
7 Do you visit the website
of APDCL
Yes 31| 660 | 14 0 4 12 0 56 6 6 0 31 | 126 | 3 31 | 37 | 62 | 65 | 262
No 969 | 142 | 921 | 929 | 807 | 799 | 892 | 652 | 905 | 745 | 336 | 831 | 681 | 798 | 629 | 361 | 838 | 630 | 706
3 Whether e-payment

facility availed
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| = S = _n
Sl Particulars / Name of § | . ki ® 3l 8| 5 Eﬂ s | B 5| o < B =
No. the Electrical Circle _g S _;:T; T L | E_E gn g T -E‘:.P -§ g & é tén E < .§ S
$5 8¢ &5 £35S 8 8/ 8|e| & 58 858 58 3
Yes 53| 1 9 0 5 9 10 | 145 | 4 13 2 17 | 63 1 44 | 32 | 72 | 52 | 276
No 947 | 801 | 926 | 929 | 806 | 802 | 882 | 563 | 907 | 738 | 334 | 845 | 744 | 800 | 616 | 366 | 828 | 643 | 692
Are you aware of energy
9 saving equipments like
LED lamps, solar
lamps/solar heater etc
Yes | 896 | 770 | 325 | 52 | 742 | 509 | 504 | 676 | 657 | 518 | 294 | 404 | 396 | 757 | 485 | 237 | 720 | 573 | 742
No 104 | 32 | 610 | 877 | 69 | 302|388 | 32 | 254 | 233 42 458 | 411 | 44 | 175 | 161 | 180 | 122 | 226
Do you have stand by
10 provision like DG set or
inverter
Yes 72 | 527 | 378 | 45 | 60 | 350 | 325 | 396|242 | 270 | 165 | 207 | 445|436 | 5 | 111 | 604 | 160 | 569
No 928 | 275 | 557 | 884 | 751 | 461 | 567 | 312 | 669 | 481 | 171 | 655 | 362 | 365 | 655 | 287 | 296 | 535 | 399
Did you make any
representation to the
CGRF for non-response or
11 not being satisfied with
the response of DISCOM
on any of the above
grieveances
Yes 25| 2 0 0 0 1 2 5 3 4 0 0 8 0 0 2 2 9 6
No 975 | 800 | 935|929 | 811 | 810 | 890 | 703 | 908 | 747 | 336 | 862 | 799 | 801 | 660 | 396 | 898 | 686 | 962
What was the type and
12 response for your
complaint
Whether your complaint
12i) | was admitted for enquiry
?
Yes 0 2 0 0 0 1 0 5 2 3 0 0 8 0 0 1 1 9 4
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c - —
SI. Particulars / Name of § | - 5 P 3 S| 5 Eﬂ s | B 5| o < 5| E
No. the Electrical Circle _g S _;:T; T L | E_E gn g T -E‘:.P -§ g & é tén E < .§ S
$ 5§ 8|58 £8% S 8|8/ 8 & /8|5 858|883
No 0| O 0 0 0 0 0 0 1 1 0 0 0 0 0 1 1 0 2
Not Applicable | 1000 | 800 | 935 | 929 | 811 | 810 | 892 | 703 | 908 | 747 | 336 | 862 | 799 | 801 | 660 | 396 | 898 | 686 | 962
Whether your complaint
12ii) | was rejected after
enquiry ?
Yes 0| O 0 0 0 0 0 0 0 0 0 0 1 0 0 0 0 4 0
No 0| 2 0 0 0 1 0 5 2 3 0 0 7 0 0 1 1 5 4
Not Applicable | 1000 | 800 | 935 | 929 | 811 | 810 | 892 | 703 | 909 | 748 | 336 | 862 | 799 | 801 | 660 | 397 | 899 | 686 | 964
Did the CGRF issue order
in response to your
complaint, ordering
12iii) | payment of
compensation for the
inefficient service or non-
response of DISCOM?
Yes 0| O 0 0 0 0 0 4 0 0 0 0 1 0 0 1 0 1 0
No 0 2 0 0 0 1 0 1 2 3 0 0 6 0 0 0 1 4 4
Not Applicable | 1000 | 800 | 935 | 929 | 811 | 810 | 892 | 703 | 909 | 748 | 336 | 862 | 800 | 801 | 660 | 397 | 899 | 690 | 964
Did you receive any
12 iv) compensation from the
DISCOM based on CGRF
decision?
Yes 0| O 0 0 0 0 0 2 0 0 0 0 1 0 0 0 0 1 0
No 0 2 0 0 0 1 0 3 2 3 0 0 6 0 0 1 1 4 4
Not Applicable | 1000 | 800 | 935 | 929 | 811 | 810 | 892 | 703 | 909 | 748 | 336 | 862 | 800 | 800 | 660 | 397 | 899 | 690 | 964
If you were not satisfied
13 with decision of CGRF
then
13i) | Did you make any appeal
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to the Ombudsman ?
Yes 0| O 0 0 0 0 0 1 0 1 0 0 4 0 0 2 0 0 0
No 0| 1 0 0 0 0 0 2 3 2 0 0 3 0 0 0 0 4 4
Not Applicable | 1000 | 801 | 935 | 929 | 811 | 811 | 892 | 705 | 908 | 748 | 336 | 862 | 800 | 801 | 660 | 396 | 900 | 691 | 964
13 i) was the case disposed of
by the Ombudsman?
Yes 0| O 0 0 0 0 0 1 0 1 0 0 4 0 0 0 0 0 0
No 0 1 0 0 0 0 0 2 0 0 0 0 0 0 0 2 0 0 0
Not Applicable | 1000 | 801 | 935 | 929 | 811 | 811 | 892 | 705 | 911 | 747 | 336 | 862 | 803 | 801 | 660 | 396 | 900 | 695 | 968
13 iii) Did you receive any order
of the Ombudsman ?
Yes 0| O 0 0 0 0 0 1 0 0 0 0 4 0 0 0 0 0 0
No 0| 1 0 0 0 0 0 2 0 1 0 0 0 0 0 0 0 0 0
Not Applicable | 1000 | 801 | 935 | 929 | 811 | 811 | 892 | 705 | 911 | 747 | 336 | 862 | 803 | 801 | 660 | 398 | 900 | 695 | 968
. Were you satisfied with
13iv) the Order ?
Yes 0| O 0 0 0 0 0 1 0 0 0 0 4 0 0 0 0 0 0
No 0 1 0 0 0 0 0 0 0 1 0 0 0 0 0 0 0 0 0
Not Applicable | 1000 | 801 | 935 | 929 | 811 | 811 | 892 | 707 | 911 | 747 | 336 | 862 | 803 | 801 | 660 | 398 | 900 | 695 | 968
Whether any electrical
14 accident took place at
your premises.
Yes 0| O 0 0 0 1 0 0 0 5 3 5 8 0 0 5 1 0 1
No | 1000 | 802 | 935 | 929 | 811 | 810 | 892 | 708 | 911 | 743 | 333 | 857 | 799 | 801 | 660 | 393 | 899 | 695 | 967
If Yes,
Whether the accident
14 a) .
was major
Yes 0| O 0 0 0 1 0 0 0 0 1 0 5 0 0 1 0 0 1
No 0| O 0 0 0 0 0 0 0 5 2 5 3 0 0 4 1 0 0
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Not Applicable | 1000 | 802 | 935 | 929 | 811 | 810 | 892 | 708 | 911 | 743 | 333 | 857 | 799 | 801 | 660 | 393 | 899 | 695 | 967
14b) Whether the accident
involved loss of life
Yes 0 0 0 0 0 0 0 0 0 0 0 0 5 0 0 0 0 0 0
No 0| O 0 0 0 1 0 0 0 5 3 5 3 0 0 5 1 0 1
Not Applicable | 1000 | 802 | 935 | 929 | 811 | 810 | 892 | 708 | 911 | 743 | 333 | 857 | 799 | 801 | 660 | 393 | 899 | 695 | 967
Whether there was loss
14 ¢)
of property
Yes 0| O 0 0 0 1 0 0 0 0 2 0 5 0 0 0 0 0 1
No 0 0 0 0 0 0 0 0 0 5 1 5 3 0 0 5 1 0 0
Not Applicable | 1000 | 802 | 935 | 929 | 811 | 810 | 892 | 708 | 911 | 743 | 333 | 857 | 799 | 801 | 660 | 393 | 899 | 695 | 967
Whether any enquiry
14 d) | made by competent
authority
Yes 0 0 0 0 0 0 0 0 0 0 0 1 5 0 0 1 0 0 0
No 0| O 0 0 0 1 0 0 0 0 3 4 3 0 0 4 1 0 1
Not Applicable | 1000 | 802 | 935 | 929 | 811 | 810 | 892 | 708 | 911 | 751 | 333 | 857 | 799 | 801 | 660 | 393 | 899 | 695 | 967
Are you aware of any
l4e) action taken?
Yes 0| O 0 0 0 0 0 0 0 0 0 0 3 0 0 3 0 0 0
No 0 0 0 0 0 1 0 0 0 0 3 5 5 0 0 2 0 0 1
Not Applicable | 1000 | 802 | 935 | 929 | 811 | 810 | 892 | 708 | 911 | 751 | 333 | 857 | 799 | 801 | 660 | 393 | 900 | 695 | 967
Whether any
14f) | compensation was
claimed?
Yes 0| O 0 0 0 0 0 0 0 0 0 0 3 0 0 0 0 0 1
No 0 0 0 0 0 1 0 0 0 0 3 5 5 0 0 5 0 0 0
Not Applicable | 1000 | 802 | 935 | 929 | 811 | 810 | 892 | 708 | 911 | 751 | 333 | 857 | 799 | 801 | 660 | 393 | 900 | 695 | 967
14 g) | Whether compensation
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was admitted /rejected
citing appropriate
grounds
Yes 0| O 0 0 0 0 0 0 0 0 0 0 3 0 0 0 0 0 0
No 0| O 0 0 0 1 0 0 0 0 3 5 5 0 0 5 0 0 1
Not Applicable | 1000 | 802 | 935 | 929 | 811 | 810 | 892 | 708 | 911 | 751 | 333 | 857 | 799 | 801 | 660 | 393 | 900 | 695 | 967
14 h) Whether ar:ny .
compensation received
Yes 0| O 0 0 0 0 0 0 0 0 0 0 3 0 0 0 0 0 0
No 0| O 0 0 0 1 0 0 0 0 3 5 5 0 0 5 0 0 1
Not Applicable | 1000 | 802 | 935 | 929 | 811 | 810 | 892 | 708 | 911 | 751 | 333 | 857 | 799 | 801 | 660 | 393 | 900 | 695 | 967
15 Consumer Perception and
Satisfaction level
153) E.Iectricity. availability
situation in your area
Excellent 0| 2 |111| 39 0 71 1 0 1 1 0 5 17 0 0 2 25 1 11
Good 11476 | 368 | 247 | 91 | 511 | 62 63 4 178 46 225 | 554 | 4 1 283 | 238 | 159 | 531
Average | 541 | 321 | 360 | 499 | 534 | 223 | 569 | 285 | 515 | 354 | 211 | 517 | 233 | 652 | 620 | 92 | 384 | 158 | 386
Poor 328 3 80 | 143 | 182 6 222 | 268 | 322 | 101 79 115 2 141 | 14 18 | 239 | 135 | 35
Very Poor | 130 | O 16 1 4 0 38 | 92 | 69 | 117 0 0 1 4 25 3 14 | 242 | 5
Quality of Electricity
received (Voltage
15b) Fluctuation, No. of
interruptions etc)
Excellent 0 1 244 | 39 1 70 2 4 4 2 0 4 12 0 0 1 23 0 7
Good 25 (338 | 283|252 | 81 | 438|332 |159| 14 | 117 | 248 | 182|598 | 314 | 1 | 262|528 | 108 | 450
Average 262 | 458 | 304 | 496 | 461 | 279 | 490 | 323 | 467 | 354 76 629 | 194 | 246 | 241 | 111 | 298 | 268 | 373
Poor 551 5 92 | 141 | 262 | 19 62 | 129 | 367 | 195 11 41 2 235|393 | 16 50 | 124 | 128
Very Poor | 162 | O 12 1 6 5 6 93 | 59 | 83 1 6 1 6 25 8 1 |195]| 10
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Behavior of staff involved
15¢) | . .
in fault restoration
Excellent 0| 11 | 255 | 29 1 68 2 3 14 3 0 21 | 15 0 0 4 11 2 6
Good 758 | 712 | 556 | 263 | 488 | 596 | 586 | 168 | 49 | 220 | 239 |572 | 662 | 14 3 268 | 491 | 178 | 486
Average | 236 | 79 | 115|589 | 306 | 146 | 283 | 328 | 337 | 278 | 88 | 250 | 130 | 755 | 487 | 106 | 365 | 469 | 409
Poor 6 0 6 48 14 1 20 | 152 | 487 | 170 9 17 0 32 | 145 | 19 32 44 55
Very Poor ol O 3 0 2 0 1 57 | 24 | 80 0 2 0 0 25 1 1 2 12
Behavior of officers/staff
15 d) involved. in new _
connection and time
taken
Excellent 0 7 276 | 23 1 68 2 3 7 1 0 30 18 0 1 4 21 1 5
Good 843 | 731 | 484 | 263 | 547 | 648 | 610 | 358 | 81 | 214 | 247 | 643 | 696 | 11 5 290 | 437 | 111 | 498
Average | 155 | 64 | 130|591 | 256 | 93 | 269 | 233 | 308 | 326 | 82 176 | 92 | 730 | 395 | 92 | 385 | 541 | 397
Poor 2 0 45 52 6 2 11 64 | 489 | 142 6 12 0 60 | 233 | 11 52 42 58
Very Poor ol O 0 0 1 0 0 50 | 26 | 68 1 1 1 0 26 1 5 0 10
Behavior of officers/staff
15 ) involved in change of
category/ownership and
time taken
Excellent 0 3 275 | 20 0 95 1 5 11 2 0 33 20 0 0 9 22 1 4
Good | 852 | 601 | 455 | 229 | 266 | 603 | 612 | 290 | 62 | 204 | 241 | 620 | 693 | 12 7 | 261|417 | 103 | 481
Average 146 | 198 | 146 | 617 | 482 | 111 | 273 | 317 | 370 | 339 83 181 | 93 | 735|519 | 111 | 380 | 546 | 411
Poor 2| 0 55 | 63 | 62 2 6 53 | 448 | 132 12 28 1 54 1109 | 17 | 77 | 44 | 64
Very Poor 0 0 4 0 1 0 0 43 20 74 0 0 0 0 25 0 4 1 8
Accuracy of meter
151) reading on bill
Excellent 0 8 231 | 13 2 135 2 3 98 17 0 8 23 0 0 17 18 2 4
Good | 713 | 357 | 373|141 | 70 | 543 |735(301| 71 | 307 | 85 166 | 689 | 12 | 60 | 221 | 178 | 355 | 467
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Average 270 | 437 | 308 | 569 | 652 | 125 | 111 | 206 | 505 | 296 | 141 | 573 | 93 | 747 | 142 | 132 | 317 | 205 | 321
Poor 17 0 20 | 205 | 86 7 39 70 | 211 | 100 | #REF! | 110 1 38 1433 | 24 | 339 | 110 | 161
Very Poor 0| O 3 1 1 1 5 128 | 26 | 31 37 5 1 4 25 4 48 | 23 15
Bill delivery on time (No
15 g) | delay and adequate time
before due date)
Excellent 0| 24 (224 11 2 152 | 3 3 133 | 15 0 8 23 3 1 14 19 0 12
Good 376 | 520 [ 350 | 100 | 408 | 554 | 759 | 393 | 75 | 386 | 110 | 266 | 533 | 514 | 474 | 226 | 237 | 265 | 491
Average 587 | 258 | 339 | 610 | 375 | 74 | 108 | 217 | 550 | 212 | 146 | 558 | 249 | 246 | 147 | 132 | 431 | 269 | 338
Poor 36| O 15 | 206 | 25 29 20 66 | 133 | 106 62 27 2 37 13 25 173 | 132 | 96
Very Poor 1] 0 7 2 1 2 2 29 20 | 32 18 3 0 1 25 1 40 | 29 | 31
Accuracy of APDCL Bills
15 h) | (reduction in billing
errors)
Excellent 0 2 214 | 12 1 121 2 2 119 2 0 7 18 0 1 4 11 0 6
Good 120 | 366 | 352 | 80 | 47 | 569 | 648 | 343 | 79 | 238 81 155 | 503 | 12 | 471 | 188 | 197 | 230 | 504
Average 690 | 432 | 343 | 628 | 678 | 118 | 218 | 224 | 461 | 360 | 156 | 596 | 285 | 745 | 145 | 172 | 331 | 326 | 348
Poor 190 | 2 22 | 206 | 84 3 23 | 130 | 231 | 122 61 100 | O 42 18 | 34 | 315|134 | 90
Very Poor 0| O 4 3 1 0 1 9 21 29 38 4 1 2 25 0 46 5 20
No. of bill payment
counters and
15i) | options(Cash, Cheques,
drop-boxes, e-payment
of hill)
Excellent 0| 15 | 247 | 13 1 81 3 2 100 2 0 3 12 0 0 9 14 1 3
Good 31 1319|327 | 58 | 576 | 572 | 100 | 98 | 112 | 197 | 104 | 422 | 289 3 | 474|228 | 272 | 231 | 449
Average 336 | 463 | 333 | 636 | 199 | 153 | 602 | 452 | 388 | 393 | 187 | 371|503 | 115 | 150 | 146 | 405 | 412 | 397
Poor 633 5 22 | 219 | 32 5 181 | 155 | 298 | 112 41 62 2 680 | 10 14 | 204 | 50 99
Very Poor 0| O 6 3 3 0 6 1 13 | 47 4 4 1 3 26 1 5 1 20

193




c - —
SI. Particulars / Name of S s © 3 S| 5 §° s | B & | o | = 5| E
No. the Electrical Circle S| 6§ 5|5 |2 |cE S| 2w < | S| 5| /%% B w | | £ 2
= © < = a0 2 || ¢ ] oo © 2 a o o 3 8 S g
S| 8|8 ¢ 5 £8% S 8 8|8 6 & 5 &8 88 83
15) Per Unit rate being
charged by APDCL
Excellent 0| 3 30 8 0 64 2 3 25 0 0 1 4 0 0 3 18 0 3
Good 371173 | 321 | 96 | 48 | 250 | 101 | 54 68 30 19 77 3 1 426 | 109 | 118 | 79 | 231
Average | 769 | 625 | 330 | 725 | 512 | 467 | 624 | 419 | 495 | 637 | 140 | 686 | 579 | 45 | 147 | 128 | 352 | 565 | 493
Poor 194 1 208 | 99 | 249 | 28 | 125 | 230 | 308 | 68 116 93 45 | 748 | 62 | 146 | 318 | 51 | 192
Very Poor 0| O 46 1 2 2 40 2 15 | 16 61 5 2 7 25 | 12 | 94 0 49
Response of Customer
15k) Care Centre
Excellent 0| 18 | 216 8 1 65 3 1 19 1 0 6 5 0 0 7 13 0 1
Good 75 | 438 | 456 | 133 | 245 | 562 | 319 | 168 | 66 | 285 56 | 245|286 | 6 9 | 163 | 142 | 234 | 411
Average 752 | 345 | 231 | 529 | 541 | 175 | 482 | 483 | 463 | 224 | 113 | 555 | 510 | 247 | 146 | 189 | 282 | 402 | 365
Poor | 173 | 1 25 | 258 | 24 8 81 | 52 | 345|140 | 109 | 28 2 | 542|480 | 28 | 348 | 57 | 162
Very Poor 0| O 7 1 0 1 7 4 18 | 101 58 28 4 6 25 11 | 115 2 29
Complaint handling
151) Procedure and time
taken to resolve
complaint
Excellent 0 6 124 | 10 2 67 2 0 18 1 0 6 4 0 0 4 19 2 2
Good | 111 | 573 | 446 | 147 | 46 | 548 | 376 | 174 | 47 | 146 | 136 | 172 | 367 | 6 5 | 175|269 | 29 | 343
Average 566 | 223 | 323 | 514 | 731 | 179 | 352 | 376 | 410 | 323 | 152 | 600 | 431 | 347 | 145 | 172 | 464 | 606 | 451
Poor | 323 | O 36 | 258 | 32 | 16 | 159 | 156 | 416 | 193 | 41 53 5 | 445|484 | 43 | 129 | 55 | 150
Very Poor 0| O 6 0 0 1 3 2 20 88 7 31 0 3 26 4 19 3 22
Waiting time to be
attended at bill payment
15 m)
Counter and Customer
Care Centre
Excellent 0| 4 111 | 18 1 66 3 0 12 1 0 3 12 0 0 3 10 2 2
Good 39 (544 | 441 | 151 | 31 | 549|398 | 206 | 49 | 187 | 58 |350|300| 1 3 | 157 | 250 | 30 | 323
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Average | 330 | 252 | 357 | 499 | 720 | 186 | 393 | 373 | 433 | 235 | 184 | 457 | 471 | 58 | 157 | 144 | 519 | 583 | 462
Poor 631 2 20 | 261 | 56 10 95 | 126 | 402 | 205 91 48 24 | 7351475 | 86 | 115 | 78 | 160
Very Poor 0| O 6 0 3 0 3 3 15 | 123 3 4 0 7 25 8 6 2 21
Basic Civic and waiting
15 n) | facilities for customers at
APDCL Offices
Excellent 0| 1 |108| 21 0 64 2 0 8 0 0 2 8 0 0 7 12 1 4
Good 14 | 550 | 401 | 146 | 11 | 597 | 394 | 125 | 42 | 171 56 233 | 316 3 137 | 248 | 241 | 212 | 352
Average | 253|248 | 375 | 503 | 754 | 131 | 426 | 380 | 430 | 161 | 176 | 548 | 456 | 125 | 479 | 96 | 426 | 392 | 460
Poor 713 3 46 | 258 | 44 19 57 | 198 | 408 | 259 95 74 25 | 639 19 | 40 | 209 | 87 | 133
Very Poor 20| O 5 1 2 0 13 5 23 | 160 9 5 2 34 | 25 7 12 3 19
Advance intimation
15 0) | regarding power shut
download shedding
Excellent 0| O 100 | 21 1 47 3 0 4 0 0 1 4 0 0 2 5 0 2
Good 21201413 (147 | 9 |229| 83 | 18 | 30 | 16 11 35 | 251 | O | 138|103 | 127 | 25 | 139
Average 68 | 593 | 298 | 290 | 540 | 244 | 94 | 270 | 348 | 137 | 121 | 455 | 384 2 483 | 165 | 416 | 396 | 481
Poor 90| 8 70 | 246 | 233 | 286 | 702 | 209 | 460 | 251 | 133 | 359 | 166 | 35 | 12 | 102 | 236 | 84 | 300
Very Poor 840 O 54 | 225 | 28 5 10 | 211 | 69 | 347 71 12 2 764 | 27 26 | 116 | 190 | 46
15 p) | Overall image of APDCL
Excellent 0 1 128 | 21 1 126 3 0 3 0 0 5 7 0 0 3 1 1 5
Good 3582|512 (150 | 55 |574 | 514 | 47 | 28 | 233 | 63 175|617 | 5 | 137 | 215|236 | 42 | 353
Average 641 | 218 | 279 | 609 | 753 | 89 | 301 | 571 | 505 | 260 | 213 | 662 | 173 | 584 | 483 | 157 | 567 | 455 | 534
Poor | 272 | 1 14 | 148 | 2 21 | 73 | 89 | 353|196 | 59 19 9 208 | 14 | 17 | 92 | 29 | 68
Very Poor 84| 0 2 1 0 1 1 1 22 62 1 1 1 4 26 6 4 168 8
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Summary of Feedback data from Consumer Survey

Name of the Circle:

Name of the Consumer Surveyor:

Number of consumers surveyed:

Urban:

Rural:

Annexure -V

Sl. No.

Particulars

Number

Category-wise Consumers

Jeevan dhara

Domestic— A

Domestic— B

Commercial

Industrial

Others

HT

Type of Meters

Mechanical

Electronic

Status of Meters

Working

Defective

Number of consumers with connected load

0to 0.5 KW
0.5to 5 KW
Above 5 KW

Number of complaints made

Fuse of Call

Supply Failure due to Line Breakdown

Supply Failure due to Damaged Service Line

Supply Failure due to Failure of Distribution Transformer

Giving supply to new connection

Defective/Meter replacement

N oouihdhwiNikILZ

Billing related complaint

<

Awareness of consumers

Existence of CGRF/Ombudsman

Awareness on Standards of Performance fixed by AERC

Awareness on provision of compensation for inefficient service

AW IN|F-

Number of consumers approached CGRF on non-compliance of
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Sl. No. Particulars Number
grievance by the DISCOM
5 Number of complaints admitted by the CGRF
6 Number of consumers received response from the CGRF
Number of consumers to whom compensation is ordered by
7
CGRF
Number of consumers satisfied with the orders of the
8
CGRF
9 Number of consumers received compensation
Number of Appeals made to Ombudsman on the decision of
10
CGRF
Vi How many consumers are aware of energy efficient
equipments
VIl Accidents occurred
1 Number of accidents occurred
2 Related to Human Beings —Fatal
3 Related to Human Beings -Non-fatal
4 Related to Animals
5 Related to loss of property
6 Number of claims made for compensation
7 Number of cases in which compensation is paid
X Consumer’s over all perception and satisfaction level on
performance of DISCOM
a) Excellent
b) Good
c) Average
d) Poor
e) Very Poor
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Structure of Consumer Grievance Redressal Forum in Different States

Annexure - VI

Assam

Sl. No. Andhra Pradesh Telangana Gujarat Tamil Nadu Bihar Madhya Pradesh (Proposed in Draft Assam
. (Suggested by ASCI)
Regulations)
Chairperson Chairperson Chairperson . .
. Retired Judge Addl Dist Judge Retired employee of _LCha." e.'s°.". _LCha." erson:! .
. Chairperson - . ) . Retired judicial Retired Judicial
Chairperson - or Judicial Officer who has attained state govt having . L . L
N Retired Judge . . officer / civil officer / civil servant
Retired Judge or Chairperson the age of 60 degree in -
or . . . . . . servant / Retd / Retd principal or
1 or . Retired Civil Serving SE of the years. Nominated | engineering. L
. . Retired CE . . principal or professor of
Retired CE appointed ) servant or Circle by the Nominated by the . )
. appointed by . L L professor of engineering college
by Licensee . Retired CE Commission Commission . . .
Licensee appointed by the appointed b appointed b engineering or Retired General
.pp y .pp v .pp v college. Manager of Licensee.
Licensee licensee. Licensee.
Member
(Public)
Member Member Two members Member Member (Technical) Member
Member (Technical) P— (Technical) having 15/20 years | — — Serving SE / EE P Member (Technical)
2 (Tech 1) (Tech 1) (Tech 1)
Serving SE ec. nica Serving SE experience in e(.: nica appointed by ec. nica Serving SE / DGM
Serving SE . Retired SE h Serving SE / DGM
Finance / Legal Licensee
matters Appointed
by Dist Collector.
Member
RZUbr:e“s:entative of Member Member Member
Member (Finance) Member (Finance) P - . (Public) (Public)
- - consumer Member Serving Jt. Dir /SE / ) )
3 Serving GM Serving GM . - e . . Representative of Representative of
. . protection Serving Senior EE EE appointed by
(Finance) (Finance) L ) Consumer Consumer
organisation Licensee . -
R association of NGO association or NGO
Nominated by the
Commission
Member
(Public) —M{P :mi'ze} r
Active member from Representative of
4 Regd Society or P

NGO not less than 5
years appointed by the
Commission

Regd Society or
NGO appointed by
the Commission
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Annexure - VII

Consumer Complaints dealt by CGRFs in other States

Complaints Received

Complaints disposed

Sl. | Dist. Co./ Name off
No. of CGRF Year In favour In favour
LT HT Others | Total of 1
consumers of utility
A | Telangana State
i TSSPDCL
1 CGRF-I| 2014-15 143 27 77 247 237 10
2015-16 174 25 222 421 394 27
2 CGRF-II 2014-15 314 29 57 400 305 95
2015-16 389 51 290 730 565 165
ii TSNPDCL
3 CGRF 2014-15 133 14 295 442 396 46
2015-16 289 13 227 529 443 86
B | Andhra Pradesh
iii | APSPDCL
4 CGRF 2014-15 153 14 90 257 231 26
2015-16 344 13 227 584 508 76
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Annexure - VIl

715 Number and Mature of Grisvances filed before the Forums
The nalure of grisvances could broadly be calegorized as —

i Bliling relaied Billing errors, back billing iz,

) | Metering related Defective melers, burnt maiers, number
|umping of melars, arratic recarding of
consumption atc.

iy Power supply related Frequent interruptions, voltage fluctuations,

lc., low voltage, high valtage and other supply
related.

v} Disconnection and Wrang disconnections. delay in reconnection
Reconnaction of supply elz.

v) Release of new service Delays in release of new sarvice conneclion
connaclions slc

vi) Category change, tilie Delay in effecting tariff change, lile change etc
iransfer eic.,

Wiy Cthers Grievances other than menticnad sbove, such

as shifting of na, strewl lights nol funchoning,
shifting e, of service te.

The number and nature of grieyances filed before sach of the Forums over the last 3
to 5 years and the disposal of gnevances are given state-wise in the respective state
reporte. State-wise summary of nature of grievances filed over (he last 3 1o § years
are given in Table 4 below:
Table-4
Number and Mature of Grievances filed year wise
State: Andhra Pradesh

Grisvances filad
(=T Change of
Yoar Billng | Metaring | § 1 Release |, oory !
Asinind | Rulaing n:ﬁ::lr ik ."“h':‘ e | Others | Toti
ction | ™ change
i_| 2 3 4 5 B 7 B ]
2005 54 32 ] o 22 27 46 | 180
2008 213 210 18 6 28 ] 130 | 672
2007 130 135 7 4 43 47 10| 47
Total 397 arT 28 14 B3 138 286 | 1333
% of okl 588 282 21 K] 7.0 04| 21.4| 100
\grinvances
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Stale: Tamil Nadu

Sriery ances 1iled =
v Biling |Weterieg | Supply o ™ Reloase “'J.,‘L’ o
war upg L]
Flmz Rnludu Relatsd Mecannocl .Trm ~:Ir|;|:ﬂr Cthers | Tets!
lam hange
= i 3 £ 5 B T B &

2004 41 28 55 2= €7 || 127 372

2005 108 26 14D a0 1CE 30| 28 708
| 2008 g0 a0 1 34 124 B3| 258 730 |
2007 112 T4 3 R 143 78 23 29

2008 28 g 7 4 1" 3 135

[LEISl-F e 1]

Tolal 37 988 338 81 483 225 @82 zZ775
% of icta| 136 B.1 142 B9 157 82| 543 100
| grsvances ‘

State Kerala

Grievances |i'gd
6| Baleass | Shange of
Your Eiln; Mavor Suppy lan ~ | eategary |
Rutend | Koty | Minnr - _‘.'*ﬁ"';"_ ﬂ;i o | Others | Tol
__an change
1 F 3 4 3 B 7 £ 9

2006 az 14 az 3 53 13| 130 337

2007 78 19 28 ] 22 28 H 286

2008 10 E = — = 3 1€ 35

(Upto

12408 .

Tolal 71 EE 30 10 &0 45| 233 538

% o tofal 268 B TS 16| 28 71| 85 100
| grievances |

State: Gujarat

Grigvances lled
s ccnnee ——— Change of
Year Eiliing |Meizring | Supply fon N calegory J Others Total
Rolated | Related | Ralated onnec| Lorvices u:h
1 2 E 4 5 fi T B [

2005 134 38 E 17 22" £ 51 265
2008 276 Bl 7C 35 38 7 102 569
2007 24 89 1€ 34 865 10 99 531
Tola B34 (EE 46 36 146 72 | =242 | 1388
% of total 454| 138 34 B3 107 8| 1.8 100
| Qrisvancas
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State: Madhya Pradesh

Grievances filed
Change
Discann
Release al
Year Bllling |Matering | Supply Iam
Related | Related | Relaed Reconnec Sloul (emiogere: |/Gitomn.. | Tot
s change
1 2 3 4 5] B 7 B 9
2004 a7 21 5 g 23 1 132 278
2005 1214 215 35 135 143 2 ET1 2634
2006 1133 136: 34 107 116 8 451 1849
2007 821 108 8 66 48 1" 163 1227
2008 181 a3 2 42 46 2 58 364
(Upto
03/08)
Total 3438 514 85 358 e 44 1688 B&O2
% of total 528 78 1.8 6.5 5.8 o7 259 100
| grievances
State: Chhattisgarh
Grisvances filed
Change
conn
Yaar Billing |Metering | Supply I lon ':';:'" L of
tegory | Others Tatal
Related | Related | Related vk Rt 1 title
change
1 2 a 4 5 ] 7 ) ]
2005 19 1 . _ | | 2 22
| 20( 38 3 1 2 8 5 28 80
2007 T2 & B 15 10 24 142
Total 130 15 B 10 23 15 55 254
% of total 51.2 58 24 398 a1 59 218 100
m;!mnm
State: Dalhi
Grisvances fied
Change
Dls o
Year Billing |Metering | Supply lon 3::' b Others | Total
Related | Related | Roelsted JReconn
Ian services | [ title
change
1 2 3 4 § -] 7 ] ]
2004 552 137 12 34 50 17 19 B2
2005 956 149 22 28 G5 23 a8 1313
2008 251 147 23 48 157 22 22 1380
2007 789 181 12 40 280 16 14 1280
Total 3248 s87 B9 151 562 78 109 4804
% of total T 12.2 1.4 32 1.7 16 23 100
| grievances
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State: Uttar Pradesh

Grievances filed
Change
Disconnes
¥, upply Release of
il ::m"u ey I?.gl.thd Hlu:I::nw ofnew |category | Cthers | Total
foa senvices | | title
change
1 2 3 4 5 B 7 8 9
2004 66 10 3 24 1 42 151
2005 124 10 5 46 5 74 273
2006 157 18 a1 24 1 136 a73
2007 187 i6 10 36 17 3 158 437
Total 538 54 20 147 55 10 410 1234
% of total 436 a4 16 118 4.5 0B 33z 100
| grievances
State; Punjab
Grievances filed
Change
Disconnec
Year Billing | Metering | Supply | jon | holease | of
Related | Related | Related |Reconnee| ©°f MW Others | Total
S service | | title
change
1 2 3 4 5 6 7 ;] ]
2006 20 a0 20 a5 ] =T 80 240
2007 20 40 10 15 B 2 63 156
2008 — 5 4 2 — 28 41
{Upto
03/08)
Total 40 125 52 12 2 17 437
% of total 82 28.6 T.B 11.89 30 04 391 100
| grigvances
State: Orissa
Grievances filed
Change
Comme
Release of
Year Billing |Metering | Supply kon
Related | Rolated | Relsted conmec “"TG: “l;g:” Ot Total
e =2 I
change
1 2 3 4 5 -] 7 8 B
2004 415 688 53 69 ir 25 3 1608
2005 1260 870 112 167 dd 24 127 2604
2006 877 488 49 g9 B0 7 18| 1788
2007 aog 225 115 115 56 20 138 1665
2008 313 81 1 87 24 2] 26 531
(Upto
| 03/08)
Total 3861 2352 340 a17 201 105 g21 81897
% of total 47.0 28.7 4.2 613 25 1.3 10.0 100
| grisvances
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State: West Bengal

Grievances filnd
Discannes| Change
Year Billing | Matering | Suppl ian: | Telsass | of
Related | Related | Related |Reconnes| °F7W [category | Ofthers | Total
ban services | [title
change
i 2 3 4 5 5] 7 8 ]
2008 1478 227 308 121 k] 103 1069 4050
2006 2088 200 405 78 1247 26 1428 5481
2007 1537 228 316 160 1180 45 1158 4602
Total 5104 684 | 1029 38| 3190 174 | 3853 [ 14173
5% of total 36.0 4.7 73 25 225 1.2 258 100
| gnévances
State; Jharkhand
Grievances filed
Change
Dluconnes)
Roloase of
Your HEE'E:'Q m ;:'m m“h“""d of new  |category | Others |  Total
jon services | [ title
change
1 2 3 4 5 3] T 8 9
2008 63 == = = 4 — 1 68
2007 44 . —— = = 2 47
2008 | 14 == — == = = =l 14
{Upio
03408}
Total 121 == = = & =—i 3 128
% of total 938 _ . . 39 I 23 100
| grievances
State: Assam
Grievances Mled
Change
IS Connec
Release af
Year Bililing  |Metering Supply fon
Related | Related | Relatod on _ﬂ:":":. o e Mool ket
change
1 z 3 4 5 [:] 7 ] ]
2006 1 . 2 — . _— . 3
2007 3 — == 1 2 == 1 T
2008 Upto . _ . 1 _ _— —_— 1
paros
Total F] _ 2 2 2 — 1 E
% of total 38.3 = 18.2 18.2 18.2 s 8.1 100
| grisvances
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Assam Power Distribution Company Limited

Register of Complaints

Annexure - IX

Sl.
No

Date

Time

Complaint
No.

Name of
Complaint and
his telephone

no

Type of
problem

Complaint
forwarded
to

Details of reddressal
of complaint

Date

Time

Details

Name of
the official
who
attended
rectification

Initials
of AE

Remarks
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Assam Power Distribution Company Limited

SCNo. .o

—_— — — — — — — —

[

] Additional Charges Dispute
] Arrears Dispute

] Back Billing Dispute

] Bill Correction Request

] Door Locked Cases

] Line Bunched / Twisted

] Line — Tree Branches Touching
] Poll Fell Down

] Pole Leaning

] Pole Rusted / Damaged

] Pole Shock

] SC — Wire Broken

] SC — Wire Loose Connection

Customer Service Centre

COMPLAINTS

. Nature of complaint (Please tick the relevant Complaint) :

BILLING COMPLAINTS

—_— — — — —

] Late Bill Receipt

] Meter Reading Correction Request

] Meter Reading Not Taken
] Name Correction

] On Demand Bill Receipt

O & M COMPLAINTS

[ ]

Re-Billing Request

[ 1 Surcharge Dispute

[ ]
[ ]

Report of Theft/Malpractice
Wrong Billing Request

[
[
[
[
[
[
[
[

] Supply Failed — 1 Phase out
] Supply Failed - Individual

] Transformer-Cable/Lugs Burnt [
] Transformer-Qil Leaking [
] Transformer-Smoke /Flames [
] Transformer-Sparking at Pole [
] Voltage High [

] Voltage Fluctuation

[ ] Voltage Low

[ 1 Meter Running Slow / Sluggish
] Meter Running Fast

] Meter Struck Up

] Other Meter Defects

] Shifting of Meter

] Street Light Complaints

APPLICATION ON OTHER CUSTOMER SERVICES

] Additional Load Complaint
] Address Correction

] Category Change

Consumer Statement

[
[
[

] DTR Shift [
] Line Shift [
] Requirement of Addl Poles [

] Shifting of Service / Meter
] Title Transfer

] Dismantle of Services

Signature of the Consumer

Sent to AAO / ERO on

S

Sent to AE/Operation on

RECORD OF THE APPLICATION

Received from AE/Operation on

5. Informed to Consumer for Payment

6. Payment Received

7. Sent to AE/ OP

Received from AAO / ERO

8. Work Completed on Date
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Annexure - X

Record Notes of the Stakeholders Meeting on the draft Final Report of the

Study on Effectiveness of Consumer Grievance Redressal Mechanism
and SOP Compliance by the APDCL.

The Administrative Staff College of India (ASCI), Hyderabad submitted a draft final
report of the Study mentioned above and the Commission directed that a
Stakeholders meeting be organized to discuss the same. Accordingly, a
stakeholders meeting was organized in the Conference Hall, NEDFi House,
Guwahati on 25™ July, 2016 where ASCI made a Power-point presentation on the

scope and findings of the Study.

The purpose of this meeting was to elicit opinion from the Stakeholders on the
findings of the Study and provide suggestions for improvement of the consumer
grievance redressal system in the State besides improving overall performance of

the distribution licensee.

The Hon’ble Electricity Ombudsman, Chairman of the Power Utilities, Addl. Chief
Secretary, Power Department, Govt. of Assam, MD of APDCL, Chairpersons of the 8
Consumer Grievance Redressal Forums and other officers of APDCL and some
members of the State Advisory Committee were invited to the Meeting. The list of
invitees who attended the meeting is appended to these record notes as Annexure

-A.

The meeting was presided over by the Hon’ble Chairperson of the Commission, Shri
N.K. Das. Hon’ble Members, Shri D. Chakravarty and Shri S.C. Das were also

present.

Welcoming the participants, the Chairperson of the Commission briefly stated the
purpose for the meeting followed by a brief introductory session. He then

permitted ASCI to make the Presentation.

Some important observations made during the course of the discussions that

followed the Presentation are briefly noted below:

207



i)

vi)

vii)

viii)

Consumer Awareness about the CGRFs and Electricity Ombudsman is less
throughout the State and efforts must be made to improve awareness.

Independent Consumer Grievance Redressal Forums of the distribution
licensee may improve consumer contact with the CGRFs. It was informed by
ASCI that the Standing Committee on Energy recommended independent
CGREFs for better consumer response.

CGRFs should be given discretionary powers to take impartial decisions and
there was also a request from a CGRF that the recovery period in case of
unaccounted bills need to be enhanced beyond 2 years and amendment to
the AERC Supply Code may be necessary.

It was suggested by ASCI that the electromechanical meters, if replaced with
good quality electronic meters, will help reduce theft of electricity. Besides,
to stop hooking, normal conductors are to be replaced with Aerial Bunched
Conductors, wherever possible.

It was informed that the electronic meters that were supplied against RGGVY
are of very low quality and becomes dysfunctional within a few months of
installation. A policy decision needs to be taken by the Central and State
Governments regarding the issue to improve both power quality in the State
and revenue of the distribution licensee.

MD, APDCL observed that replacement of failed distribution transformer
(DTR) did take some time particularly in the rural areas because of absence of
rolling stock. He further observed that during the rainy season, the electrical
poles were uprooted due to loose texture of the soil in different areas of
lower Assam which led to disruption in power supply in those areas. He
stated that during such time, the Company could not adhere to the Standards
of Performance specified by the Regulations.

It was suggested by few members present that for repeated DTR failure in a
region, the network required to be checked.

Representative from Assam Branch of Indian Tea Association (ABITA)
observed that availability of power improved by 15%-18% in Upper Assam
Tea gardens over the last financial year. However, there were frequent load
shedding and low voltage problems in the tea gardens of North Bank.
Although availability have improved even in North Bank over the last couple
of years, the quality of power is poor due to which the power could not be
utilized for running the machines etc despite being available. He requested
the concerned authorities present to take action in this regard.

It was also requested by ABITA that the bill on revised load security should be
accompanied by a separate calculation sheet showing different components
of load security.

ABITA also requested that the Coordination Committees on Power
constituted in different Electrical Circles for power infrastructure
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ix)

X)

Xi)

Xii)

xii)

Xiv)

Xv)

development and uninterrupted power supply to tea gardens must be
revived and meetings held.

The Grahak Suraksha Sanstha representative stated that LED bulbs were
distributed in Andhra Pradesh at Rs 10/- per bulb while the price in Assam is
Rs 100/-. Therefore, there is scope to reduce the price and increase demand
for the product, thus reducing power demand particularly during the peak
period.

NESSIA representative stated that APDCL should hold at least one awareness
meeting every month among the consumers at the sub-divisional level.

NESSIA suggested that APDCL may introduce the system of maintaining Field
Engineer Service Report (FESR) by the Field Engineers who attend complaints
from consumers. Such FESRs, usually maintained by the MNCs, record every
aspect of the consumer complaint like time of complaint, its type, name of
service person, time of redressal, etc and these not only help in keeping
records but also help in getting the complaints redressed in an efficient
manner.

It was observed by ASCI that APDCL is not maintaining proper records of the
complaints/grievances which are attended/ redressed at the Level —I & Level-
Il.

The Commission suggested that APDCL may examine the introduction of an
interactive website/ software where all details of all complaints are entered
and compiled monthly figures are readily available at the end of the month
both for redressal of grievances and services as per AERC (Distribution
Licensees’ Standards of Performance) Regulations and AERC (Supply Code)
Regulations. All concerned officials including the in-charge of 33/11 KV
substation may be given a terminal etc, so that data can be entered at all
action points.

NESSIA requested that the provision of getting State Government approval
for sanction of load beyond 2 MVA must be done away with because it leads
to unnecessary delay and harassment. The Commission observed that the
Electricity Act, 2003 do not have provision for the State Government to
sanction/ approve the sanction of load. The matter must be brought to the
notice of the State Government by APDCL in interests of the HT consumers.

On a query from CGRF, Dibrugarh regarding the complaints from consumers
forwarded from the Commission, it was informed that the Commission has
made it a point to forward all complaints of general nature received from
consumers from throughout the state to the respective CGRFs for redressal.

There were a few points that the Commission asked ASCI to incorporate in
their report as follows:

v' An executive summary of the Study.

v' A pictorial representation of the Consumer Grievance Redressal
Mechanism highlighting Level | and Level Il of the Complaints handling
process as most of the complaints are redressed at those levels.
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v" The cover page to include some pictures of the Power sector.

v' A foreword from the Chairperson of the Commission is to be included
in the report.

ASCI is required to submit the final report after approval of the Commission latest
by 25" August 2016. The final report should be printed as per the specifications in

the Terms of Contractual Agreement.

There were no further discussions. The meeting ended with thanks from the Chair.

Secretary,
Assam Electricity Regulatory Commission
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Annexure —-A

Invitees present during the Meeting

10.
11.
12.
13.
14.
15.
16.
17.
18.
19.
20.
21.
22.

Shri R.L. Duarah, IAS (Retd.), Hon’ble Electricity Ombudsman.

Dr Om Prakash, IAS, Managing Director, Assam Power Distribution Company
Limited (APDCL).

Shri S. Ghosh, Secretary, Assam Branch of Indian Tea Association (ABITA).

Shri A. A. Carpenter, Member, Assam Branch of Indian Tea Association (ABITA)
Shri Rajat Bhartia, Executive, Federation of Industries of North Eastern Region
(FINER).

Dr. Birendra Kumar Das, President, Grahak Suraksha Sanstha.

Shri B. Saikia, Secretary, Grahak Suraksha Sanstha.

Shri S. Baruah, President, North Eastern Small Scale Industries Association
(NESSIA).

Shri K. Medhi, Secretary, North Eastern Small Scale Industries Association
(NESSIA).

Shri Bimal Kumar Chaudhury, Chairman, CGRF — Guwahati & Rangia Zone, APDCL.
Shri Dharani Kanta Das, Chairman, CGRF — Jorhat Zone, APDCL.

Shri Upen Ch. Goswami, Chairman, CGRF — Bongaigaon Zone, APDCL.

Shri Rupam Boruah, Chairman, CGRF — Tezpur Zone, APDCL.

Mrs Arundhati Devi, Chairman, CGRF — Dibrugarh Zone, APDCL.

Shri Manoj Kumar Mahanta , Chairman, CGRF — Nagaon Zone, APDCL.

Shri Nikhilesh Baruah , CGM (LAR), APDCL.

Shri Rajendra Deka , CGM (CAR), APDCL.

Shri B.C. Bordoloi, CGM (UAR), APDCL.

Shri M.C. Gogoi, CGM (Com), APDCL.

Shri J. Bordoloi, AGM, Guwahati Zone, APDCL.

Shri Dulal Chandra Das, AGM (HR), Jorhat Zone, APDCL.

Shri A. Rashid, CEO, Badarpur, APDCL.

Officers & Consultants of AERC

O XNk WN R

Shri S.K. Roy, ACS (Retd.), Secretary.

Shri T. Mahanta, Joint Director (Tariff)

Shri G. Sharma, Deputy Director (Engg.)

Shri A. Purkayastha, Deputy Director (Finance)

Ms. P. Sharma, Consultant (Finance, Consumer Advocacy).
Shri S. Tamuli, Consultant (I)

Shri N. Deka, Consultant (Technical)

Shri J. Bezbaruah, Consultant (II).

Shri H. Bhattacharya, Consultant (Audit).
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