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1.0 OBJECTIVE OF R-APDRP 

R-APDRP was launched by Government of India as a Central Sector Scheme with following 

objectives: 

 Establishment of reliable and automated systems for sustained collection of 

accurate base line data. 

 Adoption of Information Technology for energy accounting/auditing and IT based 

consumer service centres.  

 Actual, demonstrable performance in terms of sustained loss reduction 

 Enforce internal accountability leading to better performance. 

 Objective evaluation of the performance of utilities due to implementation of the 

programme. 

 Regular distribution strengthening projects. 
 

The coverage of programme is urban areas – towns and cities with population more than 

30,000 (10,000 for special category states) as per census 2001. Projects under the scheme 

are taken up in two parts. Part-A is for establishing IT enabled system for energy 

accounting / auditing and Supervisory Control and Data Acquisition (SCADA) for big cities 

(Population: 4 lakhs and Annual Energy Input: 350MU), whereas Part-B is for regular 

distribution up-gradation & strengthening projects.  

100% funds for Part-A projects are provided through loan from Government of India (GoI).  

The entire amount of loan for Part-A projects would be converted into grant if the project 

is completed within the schedule including time extension granted, if any.  Up-to 25% (Up-

to 90% for special category states) funds for Part-B projects is provided through loan from 

the Govt. of India. The balance funds for Part-B projects is raised from financial 

institutions / own resources. If the distribution utilities achieve the target of 15% AT &C 

loss on a sustained basis for a period of 5 years in the project area and the project is 

completed within the schedule including time extension granted, if any, up-to 50% (90% 

for special category states) loan against Part-B projects would be convertible into grant in 

equal tranches, every year for 5 years, subject to meeting other conditionality of the 

scheme. 

Part-C of the programme is an enabling component for implementation of the 

programme. It envisages taking up of pilot projects in areas of innovative technology, 

smart grid etc. in addition to other enabling activities to operationalise R-APDRP. Under 

Part-D of the scheme, there is provision for incentive for utility staff in towns where AT&C 

loss levels are brought below 15%. Part-C and D of the programme is 100% grant through 

GBS. 
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Status of R-APDRP as on 31.12.2015: 

Projects worth Rs.39,198 crores (Part-A IT: Rs.5,427 crores covering 1409 towns; SCADA: 

Rs.1,556 crores covering 72 towns; Part-B: 32,214 crores covering 1,258 towns) have been 

sanctioned. 1131 towns have been declared Go-Live, SCADA Control Centres have been 

commissioned in 23 towns and Part-B projects have been completed in 360 towns till 31st 

December 2015. 

2.0 SAMPLING FOR IMPACT ASSESSMENT STUDY 

R-APDRP, Part-A(IT) projects are being implemented in 1409 towns in the country at a 

sanction project cost of Rs.5427 crores, out of which Rs.2722 crores (about 50%) have been 

utilized till date. It has been desired to carry out an Impact Assessment Study to assess the 

benefits of Part-A (IT) projects after implementation of the scheme from consumer (reliability 

of power supply, customer convenience, complaint redressal etc.) as well as utility 

perspective (reduction in losses, improvement in operational efficiency, ease of carrying out 

business etc.). States where all/sizeable numbers of towns have been declared Go-live have 

been taken up. The study has been carried out in about 10% of the Go-live towns in each 

state, selected on random sampling basis considering the following- 

 On-line energy audit reports are generated for at least last six months and 

 Geographical balance within the State is maintained. 

In each of the identified towns, about 15% feeders representative of all categories of 

consumers depending on the town size have been analysed. 

Accordingly, the following representative sample is considered:  

  

STATE TOWN SELECTED 
(No.) 

FEEDERS SELECTED 
 (No.) 

AP 8 19 

Chhattisgarh 2 6 

Gujarat 8 21 

HP 2 3 

Karnataka 6 7 

MP 8 12 

Maharashtra 13 84 

Punjab 2 4 

Sikkim 1 6 

Telangana 5 23 

Tripura 1 7 

UP 12 32 

Uttarakhand 2 3 

WB 6 10 

TOTAL 76 237 
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3.0 OBJECTIVE OF STUDY AND METHODOLOGY ADOPTED 

This Study has been conducted to assess the benefits being accrued to Utilities/Discoms and 

end consumers, by analysing impact of implementation of R-APDRP Part-A (IT) projects 

through field study by third party agency on a short term basis. 

The data for the study has been collected in the pre-defined formats from IT enabled business 

process system available at R-APDRP data centre in the respective state, supplemented by 

feedback of field officers in utility. Analysis of data/reports of the towns carried out in order 

to assess the qualitative as well as quantitative improvement outlining the benefits derived 

from the scheme, actions taken and best practices adopted by the Utilities to achieve the 

desired objective of the scheme. 

List of States, agency deployed and towns selected in the states is enclosed at Annexure-1. 

Scope of work / list of parameters are enclosed at Annexure-2. 

 

4.0 OUTCOMES FROM THE R-APDRP IMPACT ASSESSMENT STUDY 

4.1 TOWN WISE AT&C LOSSES AS COMPARED TO THEIR BASELINE VALUES 

Impact assessment study has been carried out in 76 towns across 14 states. Based on the 

result of this study, it has been observed that 65 out of 76 towns have shown improvement in 

the AT&C losses as compared to their baseline AT&C losses. These improvements range from 

1% to 54% (17 towns: less than 5%; 26 towns: 5-15%; 15 towns: 15-25% and 7 towns: more 

than 25%). 

 

 

Significant improvement in AT&C losses (more than 15% AT&C loss reduction as compared to 

baseline values) have been observed in 22 towns in states of UP (5 towns), WB (5 towns), 

17 

26 

15 

7 

0

5

10

15

20

25

30

< 5% 5 to 15% 15 to 25%  >25%

RANGE OF TOWN LEVEL AT&C LOSS 
REDUCTION(%) VS NO. OF TOWNS 

65 

11 

TOWN WISE AT&C LOSS STATUS 
W.R.T.  

BASELINE VALUES 

AT&C loss reduced AT&C loss not reduced



6 | P a g e  
 

Gujarat (2 towns), Telangana (2 towns) and 1 town each in HP, Chhattisgarh, Maharashtra, 

MP, Karnataka, Uttarakhand, Tripura and Sikkim. 

Reduction in UP is mainly due to higher initial loss values and large no. of consumers added in 

billing net as a result of RAPDRP implementation. 

List of high AT&C reduction (>25%) towns are- 

STATE TOWN AT&C LOSS REDUCTION (%) 
UP Debai 53.92 

Kosi Kalan 43.23 

Sikandrabad 40.37 

Atrauli 38.01 

Garh Mukteswar 29.09 

Uttarakhand Srinagar 25.33 

WB Gobardanga 35.09 
 

It also emerged from the study that AT&C losses in 11 towns (AP-01, Karnataka-01, 

Maharashtra-04, Punjab-01, Telangana-01 and UP-03) have not shown improvement as 

compared with their Baseline values. 
 

The State wise status and ranking of “Town level AT&C loss reduction” is given below- 

STATE 
 

TOWNS 
SELECTED 

AT&C LOSS 
REDUCED 

IN 

RANGE OF AT&C LOSS REDUCTION CURRENT 
AT&C LOSS 

(AVG) 
<5%  5-15%  15-25%  >25%  

(No) (No) (No) (No) (No) (No) (%) 

HP 2 2   1 1   11.02 

Gujarat 8 8 3 3 2   11.47 

WB 6 6   1 4 1 13.07 

Tripura 1 1     1   19.64 

Chhattisgarh 2 2   1 1   19.96 

MP 8 8 3 4 1   23.35 

Uttarakhand 2 2   1   1 27.35 

Sikkim 1 1     1   43.10 

AP 8 7 4 3     14.36 

Karnataka 6 5 2 2 1   17.91 

Telangana 5 4 1 1 2   13.47 

UP 12 9   4   5 44.68 

Maharashtra 13 9 3 5 1   17.18 

Punjab 2 1 1       38.82 

TOTAL: 76 65 17 26 15 7  
 

The benefits accrued on account of reduction in AT&C losses have been monetized in terms of 

increase in revenue collection of Utilities. As per the results of Impact Assessment study 

conducted, improvement in AT&C losses over Baseline values in these sample 76 towns 

yielded annual monetary benefit of Rs.185 crores.  
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Based upon the total input energy captured in these 76 towns, the proportionate annual 

monetary benefits have been extrapolated on the basis of energy consumed in all RAPDRP 

towns in these 14 states, which are estimated to about Rs.5, 000 crores. 

4.2 FEEDER WISE AT&C LOSSES 

In these 76 towns in 14 states, about 256 Nos. of 11 KV Feeders (~15% in each town, 

minimum 1 no. Feeder)  were selected for the study. Out of these, 134 Nos. of Feeders have 

shown reduction in AT&C losses. However, no improvement in terms of reduction in AT&C 

losses has been observed in 103 Nos. of Feeders in the consideration period for which data 

has been collected from IT based RAPDRP system.  

There are no Baseline values for Feeder performance; however the analysis has been done on 

the basis of 6-12 months data available in the IT system. It emerged from the study that 

accurate measurement and analysis of Feeder wise performance is possible after 

implementation of IT system.  

Overall status is summarized below- 

 

 

List of high AT&C reduction (>25%) in 11KV Feeders are- 

STATE TOWN NAME OF FEEDER AT&C LOSS REDUCTION (%) 

UP Sandila Manddai Imliyabagh 74.31 

Bindiki Town 1 62.20 

Sikandrabad Town-7 47.15 

Chunar LIC 46.71 

Punjab Gurdaspur Trimo Road 43.20 
 

Reduction in UP is mainly due to higher initial loss values and large no. of consumers added in 

billing net as a result of RAPDRP implementation. 
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The State wise status and ranking of “Feeder level AT&C loss reduction” is given below- 

STATE 
 

FEEDERS 
SELECTED 

AT&C LOSS 
REDUCED 

IN 

RANGE OF AT&C LOSS REDUCTION NO 
IMPROVEMENT 

<5% 5-15% 15-25% >25% 

(No.) (% of Fdrs) (% of 
Fdrs) 

(% of 
Fdrs) 

(% of 
Fdrs) 

(% of 
Fdrs) 

(% of Fdrs) 

HP 3 100% 33%   33% 34%   

Punjab 4 100% 50% 25%   25%   

Sikkim 6 100%   83% 17%     

Uttarakhand 3 100%   33%   67%   

Chhattisgarh 6 83% 17% 33%   33% 17% 

MP 12 83% 8% 50% 17% 8% 17% 

WB 10 80% 60% 10% 10%   20% 

Gujarat 21 76% 38% 29% 9%   24% 

Karnataka 7 71% 14% 14% 29% 14% 29% 

AP 19 53% 16% 26% 11%   47% 

Telangana 23 48% 9% 35% 4%   52% 

UP 32 47% 6% 6% 3% 32% 53% 

Maharashtra 84 43% 20% 18% 2% 3% 57% 

Tripura 7 29%   29%     71% 

[* Out of 256 Feeders data collected, data for 19 Feeders having aberrations not considered for analysis] 

With the help of IT system installed under R-APDRP, it has become possible to identify loss 

pockets at 11 KV Feeders in each town. This has assisted utilities in taking administrative and 

technical measures, which has started yielding benefits in terms of reduction in AT&C losses 

in the towns as shown above.  

It has been observed that if Utilities maintain timely updation of new consumers and 

electrical assets in the GIS database along with Automated Meter reading (AMR), more 

accurate accounting of energy and corrective measures would be possible. 

4.3 RELIABILITY OF POWER AT 11KV FEEDER LEVEL 

IT system under RAPDRP has enabled accurate measurement of reliability indices. Reliability 

has been measured as % availability of power w.r.t. total hours of supply considering both 

scheduled and unscheduled outages from consumer perspective. 

Availability of power is necessity for the growth of any area. Under R-APDRP, application 

modules have been developed to monitor the Reliability of Power (Supply Hours Report) of 

the 11 KV Feeders. Accordingly, Reliability of Power supply has improved due to such 

monitoring of supply hours reports. 

Powerful IT tools have helped in improvement of the speed and efficiency of operations 

resulting in higher reliability of power supply. Since remote monitoring of the transformers 

and feeders is now feasible, corrective measures are taken even before the consumer 

complaints arrive after an outage. Further, overloading of transformers and feeders is now 
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being detected at an early stage enabling planning and implementation of necessary network 

augmentation to avoid any severe outage conditions.  

The implementation of the GIS mapping and indexing has made consumer information more 

accessible to the field staff. The process of tracking of a consumer is much easier and faster 

because the consumers are mapped to the poles, which are mapped to the transformers and 

the feeders. Since the time needed to locate a consumer and the distribution transformer has 

reduced, the time required to attend a fault has reduced, thereby improved the reliability of 

power supply.  

Based on sample analysis of 15% 11KV Feeders in each town, the percentage availability of 

power supply is found more than 99.8% in 05 towns (AP-01, Gujarat-01, HP-01, Telangana-01 

and WB-1) as shown in the below table.  

The towns, which have poor reliability of power (<80%) are 07 Nos. in UP, which means an 

average availability of power supply of about 19.2 hours in a day. 

 

List of towns having high Power Supply Reliability are- 

STATE TOWN RELIABILITY (%) 

WB Kharagpur 99.95% 

Gujarat Dabhoi 99.94% 

Himachal Pradesh Mandi 99.88% 

Telangana Nalgonda 99.83% 

Andhra Pradesh Kakinada 99.81% 
 

 

State wise average Reliability of Power at 11KV Feeder level is shown below- 

STATE RELIABILITY % (AVER.) 

WB 99.74 

HP 99.60 

Sikkim 99.47 

Gujarat 99.45 

Maharashtra 99.29 

Telangana 99.28 

AP 99.10 

Tripura 99.00 

Punjab 98.81 

Chhattisgarh 97.76 

Uttarakhand 97.57 

MP 97.55 

Karnataka 97.49 

UP 70.57 
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State wise status and ranking of “Reliability of Power Supply (%) ” is given below- 

STATE 

  

TOTAL TOWNS 
SELECTED 

>99.8% 99.5% to 
99.8% 

96.0% to 
99.5% 

80.0% to 
96.0% 

<80% 

(No) (% of 
towns) 

(% of 
towns) 

(% of 
towns) 

(% of 
towns) 

(% of 
towns) 

HP 2 50%   50%     

Telangana 5 20% 40% 40%     

WB 6 17% 83%       

AP 8 13% 37% 50%     

Gujarat 8 13% 37% 50%     

MP 8   37% 38% 25%   

Maharashtra 13   8% 85%     

Chhattisgarh 2     100%     

Punjab 2     100%     

Sikkim 1     100%     

Tripura 1     100%     

Uttarakhand 2     100%     

Karnataka 6     83% 17%   

UP 12       42% 58% 

[Maharashtra – 1 town data not available] 

 

Overall, consumers in the states of AP/Telangana, HP, Gujarat and WB are getting more 

reliable power, as highlighted above. 

4.4 CONSUMER EMPOWERMENT AND DELIVERY OF E-SERVICES 

R-APDRP IT system is facilitating better information services, reduced human intervention and 

availability of E-services leading to better consumer satisfaction and reduced no. of 

grievances.  

Now, a consumer can securely access following services through web portal (Web self-

service) created under R-APDRP- 

 Discom policy, regulatory affairs, new schemes, bill calculator etc. 

 Account information,  

 Billing details and past consumption pattern 

 Payment history and due date  

 Pay bills online through a host of channels (credit card, debit card, net banking or 

through mobile).  

 Lodge all type of complaints (No supply, billing, metering etc.) 

 Apply for New connection, Name change, Load change etc.  

 Scheduled outages of power supply 
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This has improved the customer convenience by saving of their time and resources leading to 

more productivity.  

It is also providing better quality of data for analysis, planning and taking corrective measures 

leading to ease of doing business by Utility.  

With the help of IT system in place, Utilities are able to monitor quality of services rendered 

to consumers and complaint redressed more effectively. 

a) New Service Connections : 

Volume and type of New Service Connection requests- 

A total of about 2.9 Lakh applications were received for release of New Service Connections 

of various categories in the 76 towns undertaken for the study. Average volume of category 

wise requests for release of new connections emerged as follows: 

 Domestic Consumers- 75% 

 Commercial Consumers- 20% 

 Other type of Consumers- 5% 

Out of above 2.9 Lakh applications for release of new service connections, almost all the 

requests are through IT system, except UP where verifiable information on segregation of 

new connection application through manual process and IT system could not be obtained 

in the stipulated time.   

Release of New Service Connections-  

 

Out of total 2.9 Lakh applications 

for release of new service 

connections as above, about 45% 

connections were released during 

the assessment period, out of which 

32% connections were released 

within SERC time limits and 13% 

beyond SERC time limits defined. 

55% connections applied during the 

assessment period were found 

pending for release. 

 
 

(Constraint: Many of the connections shown above as pending, have been released but not updated in 

GIS. Therefore these are showing as pending.) 

 

32% 

13% 

55% 

TOTAL NEW CONNECTIONS RELEASED 

New Connections released within SERC Time limit

New Connections released beyond SERC Time limit

Connections yet to be released
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Compliance against Standards of Performance 

Timely release of New Service 

Connection is an essential indicator 

in customer satisfaction. 

Hence, benchmarking on time bound 

release of connection with respect to 

Standard of Performance defined by 

respective SERC was analyzed. 

It is found that out of total new 

service connections released in the 

period, 72% connections were 

released within SERC time limits 

defined.  

 
 

 

It emerged from this study that 100% new service connections released within SERC time limit 

in 10 Nos. of town (Guj-08, HP-02) as given below. 

 

List of towns having high % of New Service Connections released within SERC time limit are- 

STATE TOWN NC RELEASED WITHIN SERC LIMIT (%) 

Gujarat Amreli, Bilimora, Dabhoi, 
Junagadh, Kalol, Nadiad, 

Navsari and Visnagar (8/8) 

100 

Himachal Pradesh Mandi and Nahan (2/2) 100 

 

State wise status and ranking in terms of “New connection released within SERC time limit 

(%)” is given below- 

STATE TOTAL 
TOWNS 

SELECTED 

100% 90% to 100% 60% to 90% <60% 

(No.) (% of towns) (% of towns) (% of towns) (% of towns) 

Gujarat 8 100%       

HP 2 100%       

Uttarakhand 2   100%     

Telangana 5   60% 40%   

Punjab 2   50% 50%   

AP 8   37% 50% 13% 

Maharashtra 13   23% 62% 15% 

WB 6   17% 33% 50% 

UP 12   17% 25% 58% 

72 

28 

STATUS OF CONNECTIONS RELEASED 

New Connections released within SERC Time limit

New Connections released beyond SERC Time limit
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Chhattisgarh 2     100%   

Karnataka 6     50% 50% 

MP 8     38% 62% 

Sikkim 1       100% 

Tripura 1       100% 

New connections in UP are released mostly in off-line mode. 

 

Less than 60% new service connection requests released within SERC time limit is indicative of 

less concern for consumer’s requirements and also not meeting SERC guideline related to 

Standards of performance.  

With the availability of transparent information at the click of a mouse, management can take 

immediate action and improve the business process. 

 

b) Availability of multiple payment options : 

With increase in number of channels created for payment under R-APDRP (Online/Offline), 

customer convenience has increased, which has also effected better revenue realization. 

Some of the channels are mentioned below-  

 Bill Payment through Mobile app / Vodafone M-paisa / Airtel Money etc.   

 Bill Payment through Online Banking/Credit card/ Debit card/Cash card etc. 

 Bill Payment through RTGS/NEFT/ECS 

 Bill Payment through Common Service Centre (CSC) 

 Bill Payment through Paypoint / Suvidha / Billdesk 

 Bill Payment through ATP Self-service Kiosk. 

 Bill Payment through Utility Cash Collection counters/Banks/offices. 

c) E-payment by consumers :  

Overall 2.8% consumers in these 76 towns are making E-payment with highest 41% in Siliguri 

(WB). About 3% revenue collection is through E-payment with highest collection of about 25% 

in Navasari (Gujarat). 

Overall status as emerged out of this study is highlighted below- 

2.8% 

97.3% 

E-PAYMENT BY CONSUMERS 

E-payment Others

3.0% 

97.0% 

E-PAYMENT IN TERMS OF REVENUE  

E-payment Others
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More than 10% consumers in 5 Nos. of towns are paying their electricity bills through e-

payment (MP-01, Tel-01, UP-02, WB-01). Details of the towns have been given in table below- 

List of towns having high % of consumers making E-payment are shown below- 

STATE TOWN CONSUMERS MAKING E-PAYMENT (%) 

WB Siliguri 41.0 

MP Ratlam 22.1 

Telangana Siddipet 19.1 

UP Kosi Kalan 18.2 

Sandila 12.7 

 

State wise status and ranking in terms of “E-payment by consumers (%)” is given below- 

STATE TOTAL TOWNS 
SELECTED 

>10% 2% TO 10% <2% 

(No) (% of towns) (% of towns) (% of towns) 

Telangana 5 20% 40% 40% 

WB 6 17% 33% 50% 

UP 12 17% 25% 58% 

MP 8 13% 62% 25% 

Chhattisgarh 2   50% 50% 

Uttarakhand 2   50% 50% 

AP 8   38% 62% 

Gujarat 8   13% 87% 

HP 2     100% 

Karnataka 6     100% 

Maharashtra 13     100% 

Punjab 2     100% 

Tripura 1     100% 

Sikkim 1     100% 

 

Now, consumers can view bills and see their past consumption history on the portal and can 

also make payment of bills, online. But the system is not widely used by consumers in the 

states of HP, Karnataka, Maharashtra, Punjab, Tripura and Sikkim and they prefer to pay at 

Customer Service centres.  

It requires wider publicity by Utilities and confidence among consumers to make use of online 

payment facility created under R-APDRP. 

Consumers in the state of MP, Telangana, UP and WB are using such e-delivery of services 

comparatively better.  
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List of towns having high % of revenue collection through E-payment are as below-  

STATE TOWN REVENUE COLLECTION (%) 

Gujarat Navsari 24.6 

MP Ratlam 12.9 

Telangana Siddipet 11.4 

Maharashtra Talegaon Dabhade 8.8 

MP Vidisha 7.9 

 

State wise status and ranking in terms of “Revenue collection through E-payment (%)” is 

given below- 

STATE 
 

TOTAL TOWNS 
SELECTED 

>10% 2% TO 10% <2% 

(No) (% of towns) (% of towns) (% of towns) 

Telangana 5 20% 40% 40% 

MP 8 13% 87%   

Gujarat 8 13% 75% 12% 

Chhattisgarh 2   100%   

Tripura 1   100%   

Maharashtra 13   69% 31% 

Uttarakhand 2   50% 50% 

AP 8   38% 62% 

UP 12   33% 67% 

WB 6   17% 83% 

HP 2     100% 

Karnataka 6     100% 

Punjab 2     100% 

Sikkim 1     100% 

d) Any Time Payment (ATP) machine / Self-service Kiosk : 

Any Time Payment (ATP) machine / Self-service Cash/Cheque Collection Kiosk were installed 

on a pilot basis in a few towns under R-APDRP.  

With the deployment of these payment kiosks, the consumers availed 24 x 7 self-service 

payment facilities. They can use these machines for making bill payment through Cash or 

Cheque any time as per their convenience. They pay their bill very quickly without waiting in a 

long queue and get the receipt immediately. This has increased the level of customer 

satisfaction. The results are encouraging as emerged out of this study- 

 In 2 towns of Chhattisgarh, more than 90% consumers are making payments through 

Self-service Kiosk. 

 In 8 towns of MP, more than 50% consumers are using Kiosk payment. 

 In Gujarat towns also, about 20% consumers are using Kiosk payment. 
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4.5 COMPLAINT REDRESSAL MECHANISM 

R-APDRP IT system has provided Centralised Customer Care Centre (CCC) as a single point of 

contact for – 

 Lodging of all type of complaints (no supply, billing or metering related, new 

connection, load change, name change etc.) 

 Group messaging system for load shedding 

 Planned shutdown 

 Call escalation facility  

 Tracking of complaint status etc.  

Consumer has option of multiple channels for lodging and tracking of their requests 

(Customer Care Centre/IVRS, web portal, e-mobile services or in person). 

 

Volume and type of Consumer Complaints- 

A total of about 5.0 Lakh number of consumer complaints of various categories were 

captured in the 76 towns undertaken for Impact Assessment Study. Average volume of 

category wise complaints lodged emerged as follows: 

 Power supply related -50 to 70% 

 Billing related - 6 to 8% 

 Meter error related – 6 to 10% 

 Load enhancement -6 to 8% 
 

Out of above 5 Lakh consumer complaints, 

an average of 9% complaints is registered 

manually. 

These are generally in five States, as shown 

in below Table with their percentage share. 

Verifiable Information on segregation of 

Consumer Complaints lodged through 

manual process and IT system could not be 

obtained from UP in the stipulated 

timeline. 

In remaining eight states (Andhra Pradesh, 

Chhattisgarh, Gujarat, Maharashtra, 

Madhya Pradesh, Punjab, Sikkim and West 

Bengal), all the Consumer Complaints are 

through IT System. 

 

 

9% 

91% 

TOTAL COMPLAINTS  REGISTERED: 
MANUAL Vs IT SYSTEM 

Complaints registered through manual system

Complaints registered through IT  system
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Share of Manually lodged Consumer Complaints: 

STATE COMPLAINTS LODGED THROUGH MANUAL PROCESS (%) 

Himachal Pradesh (1) 99% 

Tripura (2) 99% 

Karnataka 74% 

Uttarakhand 67% 

Telangana 35% 
 

 (1 )Lower awareness among consumers about CCC operation 

 (2) BSNL Communication link failure at CCC 
 

Redressal of Consumer Complaints  

Out of total 5 Lakh consumer complaints 
captured in 76 towns, about 83% 
Complaints lodged during the assessment 
period were closed, out of which 65% have 
been closed within SERC time limits and 
18% beyond SERC time limits defined.  
 
17% Complaints lodged during the 
assessment period were found pending. 

 
 

Compliance against Standards of Performance 

The customer complaints redressal within 

SERC time limit is an essential indicator in 

customer satisfaction, the performance 

w.r.t time bound closure of complaints 

were analyzed. 

Benchmarking with respect to Standard of 

performance defined by respective SERC 

were carried out. 

It is found that out of total consumer 

complaints attended, 78% of complaints 

were closed within SERC time limit and only 

22% were beyond SERC time limit. 

  

 

65.0% 

18.0% 

17.0% 

TOTAL COMPLAINT REDRESSAL  

Complaints closed within SERC Time limit

Complaints closed beyond SERC Time limit

Compliants pending

78 

22 

STATUS OF COMPLAINTS CLOSED 

Complaints closed within SERC Time limit

Complaints closed beyond SERC Time limit
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It emerged from this study that 100% complaints resolved within SERC time limit in 12 Nos. of 

town (Gujarat-08, HP-02, Karnataka-02). 

 

List of towns having high % of Consumer complaints resolved within SERC time limit are- 

STATE TOWN COMPLAINTS RESOLVED 

WITHIN SERC LIMIT (%) 

Gujarat Amreli, Bilimora, Dabhoi, 
Junagadh, Kalol, Nadiad, Navsari 

and Visnagar (8/8) 

100 

Himachal Pradesh Mandi and Nahan (2/2) 100 

Karnataka Mandya and Shikaripura (2/6) 100 

 

State wise status and ranking in terms of “Consumer Complaints resolved within SERC time 

limit (%)” is given below- 

STATE 
 

TOTAL TOWNS 
SELECTED 

100% 90% to 100% 60% to 90% <60% 

(No) (% of towns) (% of towns) (% of towns) (% of towns) 

Gujarat 8 100%       

HP 2 100%       

Karnataka 6 33% 50% 17%   

Telangana 5   100%     

Maharashtra 13   54% 31% 15% 

AP 8   50% 50%   

Chhattisgarh 2   50%   50% 

Punjab 2     100%   

Sikkim 1     100%   

Tripura 1     100%   

Uttarakhand 2     100%   

MP 8     38% 62% 

WB 6     17% 83% 

Benchmarking of Complaints redressed as compared to SERC norms is yet to be done in UP. 

 

Centralized Customer Care Center and online facilities has also assisted Utilities in better 

monitoring and earlier re-dressal of complaints. Many Utilities, like Karnataka have started 

practice of closing of complaints only after taking feedback from affected consumers.  

Less than 60% complaints resolved within SERC time limit is indicative of less concern for 

consumer’s grievances and also not meeting SERC guideline related to Standards of 

performance.  
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5.0 KEY FINDINGS OF IMPACT ASSESSMENT STUDY 

a) Reduction in AT&C losses 

 This IT system has enabled identification of loss pockets and Utilities have started 

taking corrective measures.  

 AT&C loss reduction (*) reported in 85 % of these towns, ranging from 1% to 54%.   

 This reduction in losses corresponds to annual monetary benefit of approx. Rs.185 

crores p.a. in 76 towns. 

 Extrapolated monetary benefits on total sample on the basis of energy consumption 

have been estimated to be more than Rs.5,000 crores p.a. 
 

b) Reliability of Power at 11KV Feeder level 

 IT based system has enabled accurate measurement of Reliability of Power (i.e. total 

hours of supply). 

 More than 85% reliability of power has been observed in 66 towns (more than 96% 

reliability in 60 towns).  

 Going on a pan India basis: reliability of power estimated to be more than 85% 

(approx.) in 90% of all Go-live towns 
 

c) Improved Consumer services 

 Single window Customer Care centre has been established for all type of complaints in 

all 14 States. 

 82% of Consumer grievances (out of about 5 Lakh total grievances) closed and 78% of 

these were redressed within SERC time limits (each state has different timelines for 

different type of grievances). In some states, manual process of registration of 

grievances is still continuing, which amounts to an average of 9% in these 76 towns. 

 45% of New Connections (out of about 2.9 Lakh total requests) were released and 72% 

of these were released within SERC time limits. (each state has different timelines for 

different type of consumers, e.g.  for Domestic connection it ranges from 7 days to 30 

days). 

 Web self-service and multiple payment options have been made operational. 

 Upto 41% of the consumers in respective towns have started using the E-payment 

mode (highest reported in Siliguri-41% and Ratlam–22%) 

 It indicates overall improvement in customer convenience, in all parameters 
 
 

d) Mapping of physical infrastructure with Consumers-  

 Mapping of Feeders (approx. 18,500 in the 863 towns) and it’s linkage with Consumers 

has been done.  

 57% Feeders have started showing improvement in AT&C losses. 
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 On pan India basis AT&C loss reduction in 11000 feeders of these 863 towns can be 

achieved. 

 GIS based Asset mapping and Consumer Indexing achieved in Go-live towns.  
 

[* The impact on AT&C losses have been assessed in comparison to Baseline values established by 

Independent agencies in different towns varying from year 2009 to 2013]  
 

 

6.0 WAY FORWARD 

Impact Assessment Study was conducted to assess the benefits being accrued to Utility and 

end consumers, consequent upon implementation of R-APDRP (Part-A). The focus of the 

Programme inter alia includes adoption of Information Technology in electricity distribution, 

establishing reliable and automated systems for sustained collection of accurate AT&C loss 

data and various consumer parameters to enable objective evaluation of Utilities. The 

diagnostic tools under IT system shall assist Utilities in efficient and effective management of 

loss reduction and providing better facilities to customers. The following recommendations 

shall help them to reap the benefits from the installed system- 

 Implementation Goal: Utilities’ top management should make regular use of MIS 

reports generated from R-APDRP system for review of its performance and take 

corrective administrative and technical measures to enhance Customer satisfaction and 

reduce AT&C losses. 

 Operational Efficiencies: Utilities should make use of the exceptions generated from IT 

system to analyse the various business parameters. Analytic tools like Geographical 

Information System (GIS) based network planning and monitoring of feeder data will 

help them in making better informed decisions. 

 Financial Provisions: Utility should keep separate provision of fund for regular day to 

day maintenance and upkeep of IT system either in-house or through outsourced 

agency.  

 Capacity Building: Utility should create an in-house IT team under the Head of O&M for 

regular monitoring and up keep of the system. Creation of dedicated team at field level 

shall ensure accountability and timely action towards fault restoration etc. Capacity 

building of more number of field staff is required to increase awareness and interest in 

the system.  

 Consumer Awareness: Awareness among consumer regarding exclusive facilities 

created for them under the IT System (such as CCC, Web self-service, common 

complaint registration number etc.) is required to be increased through media, 

organising awareness camps and community participation, so that more number of 

consumers are benefited.  
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 Enhancement of Consumer Services : With the availability of transparent information at 

the click of a mouse, management should now monitor more effectively and ensure that 

new connections are released and complaints are redressed in prescribed time with 

minimal pendency. Consumer satisfaction could be enhanced by offering more number 

of payment channels and closing of consumer complaints after taking their feedback.  

 Power Supply Reliability: With the Feeder level monitoring for improved quality and 

reliability of power (SAIDI, SAIFI), Utilities should now monitor more effectively the 

quality of services rendered to consumers. This will enhance consumer satisfaction. This 

entire system would also be integrated to the National Power Portal (NPP) in future so 

that centralised monitoring is made feasible and community awareness and 

participation is generated likewise. 

 Constraints to be addressed: Regular updation of electrical assets and consumers in GIS 

database as well as upkeep of meter, modem and network connectivity will ensure 

accurate Energy accounting and audit, which shall lead to reduction in losses with timely 

administrative decisions. This subsequently will also assist Utilities in providing better 

consumer services. 

 Expansion of the IT System to entire urban area: This study has been conducted in 76 

towns (about 10% of Go-Live towns) and benefits shall be extended ultimately to 1409 

towns in the country under R-APDRP. 

However, the IT system created under R-APDRP has adequate provision in the design of 

Data centre for meeting the ultimate requirement of entire state power utilities. 

Therefore, Utilities may implement IT based system in smaller urban towns also across 

the State to derive maximum benefits with incremental investment. This will enable 

proper Energy accounting and auditing, monitoring of all 11 KV Feeders, reduction of 

AT&C losses and improved customer convenience across entire urban area. 

 

The findings of the Impact Assessment Study indicate that usage of IT enabled platform 

established under R-APDRP Part-A can reap substantial benefits for the Utilities in terms of 

AT&C loss reduction and better operational efficiencies, if used effectively. It shall also 

enhance consumer satisfaction by way of timely release of connections, complaint redressal, 

improvement in power supply reliability and better horizon of e-services availability. 

 

xxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxx 
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ANNEXURE-1: List of States, Agencies deployed and Towns covered in each state 
 

SL NO STATE AGENCY NUMBER OF 
TOWNS 

NAME OF TOWN 

1)  
Uttarakhand Pranat Engineers 

Pvt. Ltd. 
 

2 
Rishikesh 

2)  Srinagar 

3)  
Himachal Pradesh 2 

Mandi 

4)  Nahan 

5)  
Chhattisgarh ERDA 2 

Bhatapara 

6)  Rajnandgaon 

7)  

UP NPC 12 

Atrauli 

8)  Mallawan 

9)  Sandila 

10)  Kosi Kalan 

11)  Mahmudabad 

12)  Sikandrabad 

13)  Vrindavan 

14)  Bindiki 

15)  Chunar 

16)  Debai 

17)  Garh Mukteswar 

18)  Varanasi 

19)  

MP ERDA 8 

Chhindwara 

20)  Sahdol 

21)  Sihora 

22)  Bina 

23)  Pipariya 

24)  Vidisha 

25)  Ratlam 

26)  Mhow 

27)  
Punjab ERDA 2 

Gurdaspur 

28)  Nabha 

29)  Tripura NPC 1 Agartala 

30)  Sikkim NPC 1 Gangtok 

31)  

West Bengal NPC 6 

Kandi 

32)  Siliguri 

33)  Gobardanga 

34)  Behrampur 

35)  Kharagpur 

36)  Bashirhat 

37)  

Gujarat NPC 8 

Dabhoi 

38)  Nadiad 

39)  Amreli 

40)  Junagadh 
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41)  Navsari 

42)  Bilimora 

43)  Kalol 

44)  Visnagar 

45)  

Andhra Pradesh ICRA 8 

Eluru 

46)  Parvathipuram 

47)  Kakinada 

48)  Rajahmundry 

49)  Venkatagiri 

50)  Punganur 

51)  Srikalahasti 

52)  Madanpalle 

53)  

Telangana ICRA 5 

Siddipet 

54)  Nalgonda 

55)  Mahabubnagar 

56)  Warangal 

57)  Karimnagar 

58)  

Maharashtra ICRA 13 

Nasik 

59)  Ahmednagar 

60)  Talegaon Dabhade 

61)  Khopoli 

62)  Palghar 

63)  Sangli 

64)  Kolhapur 

65)  Satara 

66)  Sillod 

67)  Ratnagiri 

68)  Shegaon 

69)  Chandrapur 

70)  Solapur 

71)  

Karnataka ICRA 6 

Ramanagara 

72)  Harapanahalli 

73)  Mandya 

74)  Kolar 

75)  Gadag-Betigeri 

76)  Shikaripura 
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ANNEXURE-2: List of Parameters covered under Impact Assessment Study  

1. Town wise AT&C loss & its improvement w.r.t. base line loss. 

 Category wise consumer profile of town, its % sharing on load & billing. 

 Growth of consumers in considered period.  

2.  Feeder wise billing efficiency and AT&C loss reports and its improvement 

 Category wise consumer profile of 'feeders, its % sharing on load & billing 

 Growth of consumers in considered period.  

3.  Reliability of power   

 Scheduled outage (Scheduled outage is publicized in advance or not)   

 Unscheduled outage    

 Scheduled supply hours: Total hours - Scheduled outages 

 Available supply hours: Total hours - Total outages 

 % available hours w.r.t. Total hours 

 % available hours w.r.t. Scheduled hours 

 Feeder Voltage 

 Power Factor 

 Voltage at Distribution transformers  

4. Consumer complaint status & with time taken to address each type of complaints: 

 Supply related  

 Billing related 

 Load enhancement related 

 New connection related 

 Meter error related 

 Meter replacement related etc. 

5. Consumer services related information: 

 % of consumers paying through e-payments 

 % of revenue collection through e-payment  

 % of consumers paying through self-service Kiosk 

 % of revenue collection through self-service Kiosk 

 Nos. of consumers registered with Web self-service w.r.t. total consumers 

 List of multiple channels available for collection.  

6. Status of new connection released through IT system and nos. of connection released within 

SERC time limit. 

7. Status of disconnection & re-connection with reasons for disconnection / re-connection. 
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ANNEXURE-3: Computation of estimated benefits in 14 States on the basis of 
results of the Study in terms of energy and revenue saved due to improvement in 
AT&C losses 

 
 

S. 
No. 

State  Nos. of 
Towns  

Name of Town  AT&C loss 
(baseline) 

(%) 

AT&C loss 
based on 
Impact 

assessment 
report (%) 

Baseline 
year annual 

realized 
energy  
(MU) 

Extrapolated 
realized 

energy saved 
for all RAPDRP 

towns (MU) 

Amount 
saved  over 

baseline 
AT&C loss 

 (Rs Cr) 

1 Uttarakhand 2 Rishikesh 33.84% 25.41% 16.73 351.68 151.93 

Srinagar 56.45% 31.12% 3.84 

2 Himachal 
Pradesh 

2 Mandi 34.34% 10.52% 14.18 466.19 254.07 

Nahan 23.16% 11.79% 9.33 

3 Chhattisgarh  2 Bhatapara 35.86% 18.60% 34.27 908.91 429.00 

Rajnandgaon 34.34% 20.56% 82.08 

4 UP 12 Atrauli 61.44% 23.43% 7.40 1747.60 812.63 

Kosi Kalan 74.81% 31.58% 18.98 

Vrindavan 50.19% 38.60% 72.70 

Mahamudabad 53.55% 62.15% 2.04 247.95 104.64 

Sandila 56.25% 50.74% 9.80 

Mallawan 63.98% 55.55% 2.07 

Bindiki 49.31% 37.37% 8.14 -1504.16 -487.35 

Varanasi 42.64% 67.27% 716.09 

Chunar 57.70% 67.19% 12.34 

Debai 62.69% 8.77% 5.52 4030.75 2083.90 

Sikandrabad 56.25% 15.88% 36.23 

Garh Mukteswar 38.29% 9.20% 94.69 

5 MP  8 Chhindwara 28.29% 19.11% 55.04 264.49 151.29 

Sahdol 33.58% 27.09% 37.08 

Sihora 41.95% 25.21% 13.01 

Bina 45.59% 37.40% 22.74 

Pipariya 30.76% 28.77% 19.32 32.43 15.44 

Vidisha 37.68% 37.55% 66.83 

Ratlam 26.70% 12.70% 158.01 549.59 301.18 

Mhow 25.30% 21.08% 46.83 

6 Punjab  2 Gurdaspur 38.42% 35.02% 44.99 -869.60 -364.36 

Nabha 35.28% 47.44% 73.95 

7 Tripura 1 Agartala 39.93% 19.60% 14.66 70.37 51.93 

8 Sikkim 1 Gangtok 59.12% 43.10% 16.15 24.12 11.38 
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S. 
No. 

State  Nos. of 
Towns  

Name of Town  
AT&C loss 
(baseline) 

(%) 

AT&C loss 
based on 

Impact 
assessment 

report (%) 

Baseline 
year annual 

realized 
energy  

(MU) 

Extrapolated 
realized 

energy saved 
for all RAPDRP 

towns (MU) 

Amount 
saved  over 

baseline 
AT&C loss 

 (Rs Cr) 

9 West Bengal  6 Kandi 52.62% 27.67% 13.45 744.69 464.68 

Siliguri 20.67% 8.88% 250.31 

Gobardanga 57.05% 21.96% 3.83 

Behrampur 28.12% 12.24% 40.58 

Kharagpur 49.70% 25.29% 38.41 

Bashirhat 33.86% 11.29% 41.64 

10 Gujarat 8 Dabhoi 19.50% 12.83% 1.62 79.66 52.65 

Nadiad 12.20% 9.20% 11.22 

Amreli 31.76% 14.53% 5.55 421.38 217.85 

Junagadh 17.66% 13.70% 18.04 

Navsari 17.09% 13.22% 13.18 99.80 73.65 

Bilimora 20.18% 10.30% 2.75 

Kalol 21.58% 7.98% 8.12 299.40 125.45 

Visnagar 27.70% 5.93% 4.58 

11 Andhra 
Pradesh 

8 Eluru 19.41% 14.31% 141.81 10.95 5.42 

Rajahmundry 14.85% 20.18% 226.94 

Kakinada 12.97% 11.28% 340.24 

Parvathipuram 11.32% 5.36% 19.74 

Venkatagiri 23.84% 17.84% 19.33 132.71 54.01 

Punganur 17.76% 14.25% 20.10 

Srikalahasti 13.16% 10.93% 52.05 

Madanpalle 15.93% 12.89% 64.18 

12 Telangana 5 Nalgonda 20.50% 21.30% 85.14 526.72 261.25 

Mahabubnagar 26.93% 10.96% 74.05 

Siddipet 20.78% 19.41% 56.18 

Warangal 23.95% 11.23% 364.75 269.36 85.12 

Karimnagar 31.49% 13.48% 163.86 
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S. 
No. 

State  Nos. of 
Towns  

Name of Town  
AT&C loss 
(baseline) 

(%) 

AT&C loss 
based on 

Impact 
assessment 

report (%) 

Baseline 
year annual 

realized 
energy  

(MU) 

Extrapolated 
realized 

energy saved 
for all RAPDRP 

towns (MU) 

Amount 
saved  over 

baseline 
AT&C loss 

 (Rs Cr) 

13 Maharashtra 13 Nasik 12.12% 17.47% 1334.18 787.51 414.23 

Ahmednagar 27.29% 18.55% 396.85 

Talegaon 
Dabhade 

27.65% 26.63% 
42.95 

Khopoli 20.76% 9.68% 201.84 

Palghar 19.44% 22.47% 106.85 

Sangli 29.19% 12.48% 346.60 

Kolhapur 10.41% 14.09% 626.56 

Satara 24.34% 14.75% 283.65 

Sillod 64.67% 60.11% 11.79 

Ratnagiri 20.98% 13.33% 101.10 

Shegaon 24.72% 20.88% 26.91 

Chandrapur 24.88% 19.65% 444.71 

Solapur 23.05% 23.38% 391.06 

14 Karnataka 6 Kolar 32.20% 29.74% 57.63 751.59 425.40 

Harapanahalli 17.85% 9.41% 11.14 

Ramanagara 28.64% 10.35% 40.13 

Mandya 26.52% 16.30% 57.36 125.54 60.51 

Gadag-Betigeri 15.23% 12.42% 58.37 48.44 26.88 

Shikaripura 13.42% 20.50% 13.32 -89.91 -49.54 

  TOTAL 76       8349.70 10528.16 5733.26 

 
 
 
     
 

 
 

 
 
 
 
 
 

 
 
 

 

 
 


