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This year’s CSRD report captures the vibrant tapestry of 
India’s diverse cultures, showcased through the lens of its 
festivals. Each festival, rich with tradition and unique in 

its essence, contributes to the colorful mosaic that defines 
India. The essence of these celebrations is captured purely 

through picturesque storytelling, bringing together the varied 
demographies that symbolize the heart of this incredible 
nation. A journey through this visual narrative reveals the 
unity and diversity that characterize India’s festive spirit.

Dev Deepavali, Varanasi: A breathtaking sight where the ghats are illuminated with thousands of lamps, marking the divine descent to Earth 
and celebrating the victory of Lord Shiva over the demon Tripurasura
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EXECUTIVE SUMMARY

Power infrastructure and its associated ecosystem vary globally, reflecting local conditions, economic frameworks, and 
socio-economic priorities. Thus, a comprehensive approach is crucial for developing an effective power system that delivers 
reliable electricity services to end consumers. With a customer base of approximately 33+Cr and extensive service coverage, 
the Indian power system ranks among the largest and most complex in the world. It currently functions under the unified 
framework of ‘One Nation, One Grid, One Frequency,’ following the establishment of the national grid.

Globally, digitalization is emerging as a significant disruptor in the utility sector, increasingly permeating the distribution 
domain to boost operational efficiency and improve consumer experiences. In India, power distribution utilities are clearly 
embracing digital innovations, such as digital payment gateways, smart grids, Advanced Metering Infrastructure (AMI), and 
web/mobile applications, all of which contribute to elevated operational service levels. Moving forward, the emphasis is on 
achieving self-sustainability and financial viability within the distribution sector, while maintaining disciplined adherence to 
the mandatory service standards provided to consumers.

Over the years, the Government of India (GoI) has launched dedicated programs aimed at enhancing the power distribution 
sector. These initiatives focus on strengthening distribution infrastructure, extending electrical access to households and 
villages, and improving the operational and financial health of Distribution Companies (DISCOMs). Notable schemes such 
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as Saubhagya, the Integrated Power Development Scheme (IPDS), the Deen 
Dayal Upadhyaya Gram Jyoti Yojana (DDUGJY), Ujwal DISCOM Assurance Yojana 
(UDAY), and the Revamped Distribution Sector Scheme (RDSS) have significantly 
transformed the operations of DISCOMs and Power Departments (PDs), improving 
the delivery of services to end consumers.

The introduction of the Electricity (Rights of Consumers) Rules, 2020, along with 
subsequent amendments, strengthens the rights of electricity consumers and 
outlines the service delivery responsibilities of distribution utilities. These rules 
focus on detailed service parameters, including the provision of new connections, 
consumer metering, billing processes, digital payment options, ensuring a reliable 
power supply, supporting prosumers, and handling grievances.

Additionally, the rules establish a compensation framework for consumers in 
instances where DISCOMs fail to meet the minimum performance standards.

These rules laid the groundwork for the launch of the Consumer Service Rating 
of DISCOMs (CSRD) Report in 2021. This report assesses the consumer service 
performance of DISCOMs by defining the minimum standards and consumer 
expectations, such as timely and accurate metering and billing, prompt and 
effective grievance resolution, and fair & transparent tariff determination.

The Consumer Service Rating of DISCOMs (CSRD) report aims to develop a 
comprehensive strategy to enhance consumer satisfaction and promote cross-
disciplinary learning. It delves into various consumer-focused services, using the 
service standards outlined in the Electricity Rules as a foundation for evaluating 
DISCOMs across key service areas. The report also monitors and assesses the 
compliance and implementation of these rules by the DISCOMs.

Building on the insights gained from the previous three editions of the CSRD report 
(FY2020-21, FY2021-22, and FY2022-23), the fourth edition—CSRD 2023-24—is 
now being released. The grading exercise follows the same structural framework as 
last year, utilizing the strong and rigorous methodology implemented in previous 
editions. This report involves meticulous data collection through a centralized 
online portal, enabling a detailed analysis of various operational dimensions across 
four broad parameters:

Operational 
Reliability

Connections and 
other Services

Metering, Billing 
and Collection

Fault Rectification 
and Grievance 

Redressal

In the CSRD-2024 evaluation, 73 DISCOMs were initially contacted. However, 7 
DISCOMs were excluded from the assessment due to either non responsiveness 
or insufficient data submission. Consequently, 66 DISCOMs were evaluated, 
comprising 10 private and 56 state-owned entities. Each DISCOM received a 
grade based on scores derived from a predefined methodology. The DISCOMs 
were categorized into urban and rural segments according to their consumer 
demographics. Following the RDSS guidelines, 14 states and Union Territories—
Andaman & Nicobar Islands, Arunachal Pradesh, Assam, Himachal Pradesh, Jammu 
& Kashmir, Ladakh, Lakshadweep, Manipur, Meghalaya, Mizoram, Nagaland, 
Sikkim, Tripura, and Uttarakhand—were designated as “Special Category States 
(SCS),” which is noted in the report.
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To capture a comprehensive view of the DISCOMs’ performance, circle-wise data has been collected from them for most 
parameters, ensuring a high level of data granularity. The grading methodology comprises four key parameters, broken 
down into 23 sub-parameter metrics, which together provide a holistic assessment of the DISCOMs’ performance across 
various facets. Based on the scores derived from the evaluation of submitted data, DISCOMs are assigned one of the following 
grades: A+, A, B+, B, C+, C, and D. These seven distinct grades are designed to foster a sense of healthy competition among 
the DISCOMs and motivate them to enhance their service levels.

6 DISCOMs have secured the 
highest grade i.e. A+.

No DISCOM has secured the lowest 
grade i.e., D

22 DISCOMs have secured the 
average grade i.e. “B+”

OUT OF THE 66 DISCOMS BEING RATED:
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S. 
No.

States / UT DISCOM
Operational 

Reliability 
(45 Marks)

Connection 
and Other 

Services
(10 Marks)

Metering, 
Billing and 
Collection 
(35 Marks)

Fault 
Rectification 

and 
Grievance 

Redressal (10 
Marks)

Final 
Grade 
(100 

Marks)

Change 
in Grade 

from 
FY23

1 Delhi BRPL A+ A+ A A+ A+ ↔

2 Delhi BYPL A+ A+ A+ A+ A+ ↔

3 Delhi TPDDL A+ A A A+ A+ ↔

4 Maharashtra AEML A+ A+ B+ A+ A+ ↑

5 Maharashtra TPCL A+ A+ A+ A+ A+ ↑

6 Uttar Pradesh NPCL A+ B+ A+ A+ A+ ↔

7 Andhra Pradesh APCPDCL A+ B B+ A+ A ↔

8 Andhra Pradesh APEPDCL A+ B+ B+ A A ↔

9 Andhra Pradesh APSPDCL A+ B+ B+ A A ↔

10 Assam APDCL A+ C+ B+ B A ↑

11 Bihar NBPDCL A+ B B+ A A ↑

12 Gujarat DGVCL A+ A C+ A+ A ↑

13 Madhya Pradesh MPPaKVVCL A+ A B A+ A ↑

14 Manipur MSPDCL (SCS) A+ B+ A B+ A ↔

15 Odisha TPCODL A+ B B A+ A ↑

16 Odisha TPNODL A+ B+ B+ A A ↑

17 Tamil Nadu TNPDCL A+ A B+ A+ A ↔

18 Telangana TGNPDCL A+ B+ B+ A+ A ↔

19 Telangana TGSPDCL A+ B+ B+ A+ A ↔

20 Uttar Pradesh KESCO A B+ B+ A+ A ↑

21 Uttarakhand UPCL (SCS) A B+ B A+ A ↑

22 Bihar SBPDCL A C+ B+ A+ B+ ↔

23 Goa Goa PD A+ B+ C A B+ ↔

24 Gujarat MGVCL A+ A C B+ B+ ↔

25 Gujarat PGVCL A+ B C A+ B+ ↑

26 Gujarat UGVCL A+ B+ C A+ B+ ↔

27 Haryana DHBVNL B+ B+ B+ A+ B+ ↔

28 Haryana UHBVNL B+ B+ B+ A+ B+ ↔

29 Karnataka BESCOM A+ A+ C+ A B+ ↔

30 Karnataka CESCOM A B+ C+ A+ B+ ↔

31 Karnataka GESCOM A+ A+ D A+ B+ ↑

Grades obtained by DISCOMs and Power Departments for FY2023-24

The finalized data covered 66 DISCOMs, collectively serving approximately 33.4 crore consumers, and these DISCOMs were 
included in the grading assessment. While several DISCOMs achieved top grades, DISCOMs in lower grade need improvement 
in specific areas. The table below shows the grades obtained by DISCOMs corresponding to each of the four key parameters.
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S. 
No.

States / UT DISCOM
Operational 

Reliability 
(45 Marks)

Connection 
and Other 

Services
(10 Marks)

Metering, 
Billing and 
Collection 
(35 Marks)

Fault 
Rectification 

and 
Grievance 

Redressal (10 
Marks)

Final 
Grade 
(100 

Marks)

Change 
in Grade 

from 
FY23

32 Kerala KSEBL A+ B+ C A B+ ↔

33 Madhya Pradesh MPMaKVVCL A A B B B+ ↔

34 Madhya Pradesh MPPoKVVCL A A C+ A+ B+ ↔

35 Maharashtra BEST A+ A C D B+ ↑

36 Maharashtra MSEDCL A+ A C A B+ ↑

37 Meghalaya MePDCL (SCS) A B+ B B+ B+ *

38 Odisha TPSODL A+ B+ C+ C B+ ↑

39 Odisha TPWODL A+ A C+ A+ B+ ↔

40 Punjab PSPCL A+ C+ B B+ B+ ↔

41 Tripura TSECL (SCS) A+ B C+ B+ B+ ↑

42 Uttar Pradesh DVVNL B A B A+ B+ ↑

43 West Bengal WBSEDCL A+ A C+ A B+ ↔

44 Chandigarh CED A B+ C D B ↔

45 Chhattisgarh CSPDCL A+ B+ D A B ↔

46 Karnataka HESCOM A D C+ B+ B ↔

47 Karnataka MESCOM B+ A+ C A B ↔

48 Kerala TCED A+ C+ C C+ B *

49 Ladakh Ladakh PDD (SCS) A+ B D C+ B ↔

50 Lakshadweep Lakshadweep ED (SCS) A C+ C D B *

51 Puducherry PED A+ B+ D D B ↔

52 Rajasthan AVVNL B+ B C A+ B ↓

53 Rajasthan JdVVNL A+ D C A+ B ↔

54 Rajasthan JVVNL B C+ C+ B B ↔

55 Uttar Pradesh MVVNL C+ B+ C+ A+ B ↔

56 Uttar Pradesh PuVVNL B B+ C C+ B ↔

57 Uttar Pradesh PVVNL C+ B+ B A+ B ↑

58 Andaman & Nicobar Islands A&N PD (SCS) B B D B C+ ↓

59 Arunachal Pradesh Arunachal PD (SCS) B B+ D C+ C+ ↑

60 Himachal Pradesh HPSEBL C+ B+ C B+ C+ ↔

61 Jammu & Kashmir KPDCL (SCS) B B C B+ C+ ↑

62 Jharkhand JBVNL B+ D D C C+ ↑

63 Mizoram Mizoram PD (SCS) A B C D C+ ↔

64 Sikkim Sikkim PD (SCS) B C+ C+ D C+ ↔

65 Jammu & Kashmir JPDCL (SCS) C C+ D B+ C ↑

66 Nagaland Nagaland PD (SCS) B C D D C *





9Maha Shivratri: A revered Hindu festival dedicated to Lord Shiva, marked by fasting, night-long vigils, and prayers, 
symbolizing the triumph over darkness and ignorance. It holds deep spiritual significance as devotees seek Lord Shiva’s 

blessings for inner transformation, spiritual growth, and enlightenment.
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11
Mega Bihu Performance: Over 11,000 dancers and drummers from across Assam gathered in Guwahati on April 2023, setting a Guinness 

World Record. This historic event showcased the vibrant essence of Bihu, uniting performers in a dazzling display of traditional dance.”
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Navratri, Gujarat: Garba, a vibrant dance festival from Gujarat, India, celebrates the 
divine feminine energy and fosters community spirit during the auspicious Navratri.
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2.3	 CONNECTIONS AND OTHER SERVICES

This section exclusively focuses on the DISCOMs status on compliance to 
the industry best practices (herein the Consumer Rules, 2020), delving 
into aspects like alignment of the state regulations with the Consumer 
Rules, 2020, presence of predetermined demand charges for the New 
connections up to 150 kW load, application processing via online portals, 
presence of Net/Gross Metering at consumer level and timeliness of 
providing new connections.

ANALYSIS OF SUB-PARAMETERS

2.3.1	 Alignment of regulations with industry best practices (w.r.t. 
timelines)

	 •	 The timelines defined in the Electricity (Rights of Consumers) 
Rules, 2020 serve as a benchmark for industry best practices. 
These encompass seven key areas, including connection 
releases, meter testing, issuance of no-dues certificates, claim 
settlements, feasibility studies for rooftop solar installations, 
and post-installation solar connectivity.

	 •	 47 DISCOMs were unable to comply with all 7 regulations, 
with some like A&N PD and Nagaland PD, aligning with fewer 
than 4. This indicates significant room for improvement in 
compliance with consumer rules, highlighting opportunities 
for further progress.

2.3.2	 Presence of predetermined demand charges (New 
connections up to 150 kW)

	 •	 Regulation No. 4(13) of the Electricity (Rights of Consumers) 
Rules, 2020, outlines the need for streamlined and simplified 
connection charges for new electrical connections up to 150 
kW. The regulation states that “For electrified areas up to 150 
kW or such higher load as the Commission may specify the 
connection charges for new connection shall be fixed on 
the basis of the load, category of connection sought and 
average cost of connection of the distribution licensee so as 
to avoid site inspection and estimation of demand charges 
for each and every case individually. The demand charges, in 
such cases, may be paid at the time of application for new 
connection.”

	 •	 15 DISCOMs have successfully implemented predetermined 
demand charges for new connections up to 150 kW, 
reflecting a positive step toward simplification. Meanwhile, 
51 DISCOMs are in the process of achieving compliance, 
offering significant potential for progress in this area.
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2.4 METERING, BILLING AND COLLECTIONS (MBC)

This parameter evaluates three essential areas of DISCOM operations: meter data collection, bill generation and issuance, 
and the revenue collection process. DISCOMs are assessed across nine sub-parameters, focusing on aspects such as the 
time taken to replace defective meters, modes of meter reading, billing frequency, quantum of bills generated, consumer 
engagement, RE and technology integration, and tariff categories.

ANALYSIS OF SUB PARAMETERS

2.4.1	 Average time taken for replacement of defective meters

	 •	 The timely replacement of defective meters in power distribution ensures accurate billing, enhances grid 
efficiency, and complies with regulatory standards that mandate reliable and fair energy measurement for 
consumers

	 •	 Leading DISCOMs: TPCL, AEML, GESCOM, TPWODL, and BESCOM complete replacements within 24 hours in 
urban areas, while only GESCOM achieves this within 2 days in rural areas.

2.3.5	 Average deviation from SOP in time taken for providing new connection

	 •	 Average deviation from the Standard Operating Procedure (SOP) in the time taken to provide new connections 
reflects the efficiency and consistency of service delivery. Negative or zero deviation points to adherence to 
timelines, ensuring timely and reliable connection services for consumers.

	 •	 49 DISCOMs comply with the timelines for releasing connections across all categories.

	 •	 Significant deviations from SOP timelines (over 50%) are observed in 3 DISCOMs: HESCOM, JdVVNL and JBVNL.







33

2.4.4	 Billing frequency for domestic category consumers as per regulations

	 •	 Electricity billing as per State ERC regulations is important as it allows for better revenue management. A 
desirable scenario is the monthly billing of the consumers which enables DISCOMs to effectively manage the 
cash flows and WC requirements.

	 •	 The billing frequency for domestic category consumers is monthly in 53 DISCOMs, bi-monthly in 5 DISCOMs, 
and follows multiple billing cycles in 8 DISCOMs.

2.4.5	 Bills generated for domestic consumers in a year

	 •	 Generating bills for domestic consumers throughout the year ensures consistent cash flow and reduces revenue 
leakage for the DISCOM.	

	 •	 DISCOMs—JBVNL, Ladakh PDD, and Arunachal PD—generates less than 80% of the total bills to be generated 
in a year.
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2.5	 FAULT RECTIFICATION AND GRIEVANCE REDRESSAL (FRGR)

	 FRGR encompasses parameters that ensure the adequate recording and timely resolution of consumer 
complaints across DISCOMs, focusing on maintaining consumer connectivity through the complaint 
resolution process.

ANALYSIS OF SUB-PARAMETERS

2.5.1	 24x7 customer care call centre

	 •	 Establishment of a centralized 24x7  call center ensures enhanced accessibility, faster complaint resolution, and 
streamlined services for consumers.

	 •	 All DISCOMs have established 24x7 customer call centers for registering and resolving consumer grievances, 
with the exception of 8 DISCOMs: BEST, CED, Lakshadweep ED, Ladakh PDD, Mizoram PD, Nagaland PD, Sikkim 
PD, and TCED.

2.5.2	 Average call waiting time (ACWT) at the call centre

	 •	 Shorter waiting times at call centers lead to higher customer satisfaction, also reflecting proactivness of DISCOM 
in handling grievance redressal.	

	 •	 ACWT of private DISCOMs, at 11.14 seconds, is 49% lower than that of public DISCOMs.

	 •	 Leading DISCOMs with an ACWT of less than 5 seconds are: BRPL, TPCL, GESCOM, AVVNL, BYPL, MPPaKVVCL, 
MPPoKVVCL, and NPCL.

2.5.3	 Consumers receiving outage related updates on mobile

	 •	 Regulation 16(3) of the Consumer Rules 2020 mandates that, “The details of scheduled power outages shall 
be informed to the consumers. In case of unplanned outage or fault, immediate intimation shall be given to 
the consumers through SMS or by any other electronic mode along with estimated time for restoration. This 
information shall also be available in the call center of the distribution licensee.”

	 •	 Leading DISCOMs with 100% compliance in providing outage alerts on mobile are 17 DISCOMs: AEML, APCPDCL, 
DGVCL, NPCL, SBPDCL, MVVNL, TGNPDCL, TPDDL, PVVNL, PuVVNL, DVVNL, MPPoKVVCL, KESCO, CESCOM, 
Lakshadweep ED, TNPDCL, and PSPCL.

	 •	 9 DISCOMs do not provide outage alerts to consumers: JVVNL, JPDCL, TSECL, HESCOM, Ladakh PDD, CED, 
Mizoram PD, Nagaland PD, and Sikkim PD.

2.5.4	 Deviation from specified time for complaint resolution

	 •	 Under the Consumer Rules 2020, distribution licensees are obligated to resolve consumer complaints within 
specified timeframes to ensure prompt and efficient service.	

	 •	 Out of 66 DISCOMs, 49 resolve complaints within the specified timeline on average.

	 •	 DISCOMs with more than 100% deviation from the specified time for complaint resolution: JBVNL (Jharkhand), 
TPSODL (Odisha), and PuVVNL (Uttar Pradesh).

	 •	 7 DISCOMs did not submit sufficient data or evidence regarding this parameter.

2.5.5	 Grievance Redressal Mechanism (Two Tier)

	 •	 Establishment of multi-tier grievance redressal mechanism provides consumers with the option to escalate 
their complaints if the initial resolution is unsatisfactory, thereby enhancing accountability.

	 •	 65 DISCOMs have a Two-Tier Grievance Redressal Mechanism at the circle, zonal, or corporate level.

2.5.6	 Number of CGRFs per 1 Lakh consumers

	 •	 Higher number of Consumer Grievance Redressal Forums (CGRFs) per lakh consumers indicates better 
accessibility to grievance redressal  for consumers.

	 •	 Leading DISCOMs with more than 10 established CGRFs per lakh consumers include Ladakh PDD and MSPDCL.
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39Ganesh Visarjan, Mumbai: The streets of Mumbai come alive with vibrant colors and infectious energy during Ganesh Visarjan. The 
vibrant celebration held on the last day of Ganesh Chaturthi, when devotees bid farewell to Lord Ganesha by immersing his idol in water. 

This ritual symbolizes the cycle of creation and dissolution, reminding the temporary nature of life and material possessions.



















48

Based on the table, it is evident that there are positive, negative, or no changes in the distribution of DISCOMs across various 
grades for specific performance parameters. From an overall performance perspective, it is desirable to see positive changes 
in the number of DISCOMs achieving higher grades across the four key service parameters.

Some of the key takeaways from the above table is as follows:

a.	 The most significant shift is observed in the highest grade, "A+", within the OR parameter, with an addition of 14 DISCOMs 
in FY 2023-24.

b.	 Under the CoS parameter, the largest shift is seen in the "B+" category, with an addition of 17 DISCOMs.

c.	 The MBC parameter experienced the greatest shift in the "B+" grade, with an addition of 5 DISCOMs.

d.	 For the FRGR parameter, an upward shift is observed in the "A+" grade, with the addition of 14 DISCOMs, respectively

It is significant that there has been a clear reduction in the number of DISCOMs with a "D" grade across all criteria, while the 
OR category has experienced a noticeable rise in "A+" grade DISCOMs. Many DISCOMs improved their performance in the 
MBC category, moving up to higher grades (from D/C+/C to A+/A/B+), indicating an upgrade in their ratings. However, in 
the COS category, there was a decline in the number of DISCOMs achieving top grades, which could be a matter of concern. 
Based on these observations, it is crucial for the DISCOMs to evaluate their performance across various sub-parameters and 
implement necessary improvements.



49
Christmas: Celebrated with enthusiasm and inclusivity, reflecting the nation’s secular ethos by uniting diverse communities in the 

spirit of giving and cultural exchange symbolizing unity and joy by embracing the spirit of giving, love, and cultural diversity.
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Kaliyattam Theyyam, Kerala: An annual festival celebrated in the Malabar region of Kerala, where Theyyam (A ritualistic art 
form) is performed. The performer, adorned in elaborate attire and vibrant face paint, embodies the spirit of a revered warrior-

chieftain named Kelan. Through dance and ritual, he reenacts the legendary warrior’s journey, invoking the blessings and 
protection of the deities for the village. The air fills with the rhythm of drums and the scent of incense as the community revels 

in this profound connection to their ancestors and the divine.

























63Diwali: Celebrating the triumph of good over evil and light over darkness, this festival illuminates homes and hearts with 
the glow of countless lamps and dazzling fireworks. The joyous occasion symbolizes prosperity and renewal, uniting 

communities through shared traditions, festive feasts, and acts of devotion that mark new beginnings
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65Durga Puja, West Bengal: A grand festival celebrating goddess Durga’s triumph over the demon Mahishasura. It emphasizes 
female power, community togetherness, and cultural heritage. The Dhunuchi Dance, a traditional performance with clay incense 

pots, is a highlight, adding a spirited touch to the celebrations.
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69Maha Kumbh, Prayagraj: A massive religious gathering held once every 12 years, where pilgrims take a holy dip in sacred 
rivers. Naga Sadhus, holy men known for their strict lifestyle and giving up worldly possessions, appear with ash-covered 

bodies. Their participation adds a unique and revered aspect to the festival













75Eid (Eid al-Fitr): Eid marks the end of Ramadan, a month of fasting, reflection, and prayer. It celebrates the 
completion of this spiritual journey, emphasizing gratitude, forgiveness, and compassion. It’s a day to strengthen 

bonds, seek forgiveness, and express gratitude for all the blessings in life



76 Pushkar Fair, Rajasthan: A vibrant, culturally rich annual event featuring camel trading, livestock exhibitions, folk 
performances like the Ghoomar dance, and religious activities culminating in a holy dip in Pushkar Lake, promoting 
community bonds and celebrating Rajasthan’s heritage
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Interruption Index Calculation

A total 7 marks assigned to the Interruption Index parameter, which is further divided into 3 categories Rural, Urban & 
Industrial. Marks distribution are as follows:

i.	 Rural + Urban = 6 Marks

	 •	 Rural = 6* [Total No. of Rural Feeders / (Total Nos. of Urban Feeders + Rural Feeders)]

	 •	 Urban = 6* [Total No. of Urban Feeders / (Total Nos. of Urban Feeders + Rural Feeders)]

ii.	 Industrial = 1 Mark

Note: For DISCOMs with No industrial Feeders, weightage for the Rural + Urban will be 7 Marks

b.	 Aggregate Distribution Transformer (DT) Failure Rate (excluding Agricultural DTs) = 100* (Total No. of DTs Failed / 
Total No. Of DTs)

  2.	 Connection and Other Services
a.	 Percentage of Applications processed through online portal = 100* (Total Nos. of new connections released 

(including all categories) via online processing / Total Nos. of new connections released)

b.	 Average deviation from SoP in time taken for providing New connection = Weighted average of total Nos. of new 
connections released across all the categories * Deviation

	 a.	 Weighted Average Days for release of new connection = (Sum product of total Nos. of connections / Average 
Nos. of days taken for release) / Total Nos. of connections released

	 b.	 Deviation = (Weighted Average Days for release of new connection - SOP days) / SOP days

c.	 Prosumers (under net or gross metering) / per lakh consumers = (Total Nos. of prosumers * 1,00,000) / Total number 
of consumers

  3.	 Metering, Billing and Collection
a.	 Average time taken for replacement of defective meters = (Month wise Average Nos. of days taken for replacement 

of meters * Month wise Nos. of meters replaced) / Sum of Total Nos. of meters replaced across all the months

b.	 Percentage of Bills generated through actual meter readings = 100* (Total Nos. of Bills generated on actual meter 
readings / Total Nos. of bills generated)

c.	 Percentage of Bills generated through non-manual readings = 100* (Total Nos. of Bills generated through Non 
manual meter readings/ Total Nos. of bills generated)

d.	 Billing frequency for domestic category consumers (% of consumers with monthly billing) = 100* (Number of 
domestic consumers billed monthly/ Total Nos. of domestic consumers)

e.	 Percentage of Bills generated for domestic category consumers in a year = 100* (Total Nos. of bills generated for 
domestic consumer in a year/Nos. of bills required to be generated)

f.	 Nos. of bills required to be generated = (Nos. of consumers billed monthly*12) + (Nos. of consumers with bi-monthly 
billing*6) + (Nos. of consumers with quarterly billing*4) + (Nos. of other consumers with different billing frequency * 
Frequency of billing for ‘other’ category)

g.	 Percentage of Consumers receiving billing updates on mobile = 100* (Consumers receiving for SMS alert / Total 
Nos. of consumer)



100

h.	 Percentage of Prepaid consumers = 100* (Total Nos. of prepaid consumers/ Total Nos. of Consumers)

i.	 Percentage of consumers paying digitally = 100* (Total Nos. of digital and online payments/ Total Nos. of bills 
generated)

  4.	 Fault Rectification and Grievance Redressal
a.	 Percentage of consumers registered in 24x7 customer care call center = 100* (Nos of Consumers for whom 24x7 

consumer care helpline exists / Total Nos of Consumers)

b.	 Percentage of Consumers receiving outage related updates on mobile = 100* (Nos. of consumers whose mobile 
numbers are registered to receive outage alerts/ Total Nos. of consumers)

c.	 Deviation from specified time for complaints resolution through call center = {Average Time taken for resolving 
all complaints (within and beyond SoP) - SOP Timelines for Complaint Resolution} / SOP Timelines for Complaint 
Resolution
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