MINUTES OF THE 54™ MEETING
OF THE
FORUM OF REGULATORS (FOR) HELD AT VARANASI (U.P.)

VENUE : “SARANGI” HALL
RAMADA PLAZA JHV
VARANASI (UTTAR PRADESH)
DATES : 07™_09™ APRIL, 2016

LIST OF PARTICIPANTS AT ANNEXURE-I (ENCLOSED)

The meeting was chaired by Shri Gireesh B. Pradhan, Chairperson, Central
Electricity Regulatory Commission (CERC) and Forum of Regulators (FOR). The
Chairperson, CERC / FOR welcomed the Members of the Forum to the Meeting.
He formally welcomed Shri Anand Kumar, who attended the FOR meeting for the

first time after assuming the charge of Chairperson, Gujarat ERC.

Thereafter, the Forum took up agenda items for consideration.

BUSINESS SESSION - |

AGENDA ITEMNO. 1: CONFIRMATION OF THE MINUTES OF
THE 53°° MEETING OF "FOR" HELD ON
18™ MARCH, 2016 AT NEW DELHI.

The Forum noted and endorsed the minutes of the 53" Meeting of "FOR",

held on 18™ March, 2016 at New Delhi.



AGENDA ITEM NO. 2 : PRESENTATION ON THE STUDY ON
“REVIEW OF FUNCTIONING OF CGRF &
OMBUDSMAN”.

The Forum of Regulators had commissioned a study on “Review of
Functioning of CGRF & Ombudsman”. The FOR Secretariat, after following due
process, had identified M/s. PricewaterHouseCoopers as the consulting agency to

assist the Forum in carrying out the study.

The consulting agency made a detailed presentation (copy enclosed as

Annexure-11) before the Forum on the study. The study examined various issues

besides conducting a consumer survey to gain an understanding of major concerns

faced by them.

The study made the following recommendations:

1. At the time of receipt, complaints are required to be categorized into
“Critical” and “Non-Critical”. In cases of exceptional urgency /
imminent loss is involved, ‘Critical’ status may be assigned and such
critical grievance may be redressed within a stipulated time period,
say 20 days. However, in order to discourage pendency, other non-
critical complaints, which are not resolved within a stipulated dead-

line may also be automatically shifted to critical category.



SERCs / JERCs are required to monitor and review the functioning of
CGRFs and Ombudsman, on a periodical basis and issue directions
for disclosure of grievance-related information in the public domain,
from time to time.

Better management and effective decision-making may be brought in
by assigning accountability. SERCs / JERCs are required to specify
in regulations regarding the responsibilities of each of the members
with respect to attendance, hearing the cases, decision-making,
judgment writing, etc.

All CGRF members are required to be empowered to conduct various
forum activities. In this regard, sittings may be conducted with a
quorum of any three members, critical issues may be dealt by any 3 of
4 (with final approval from Chairman), non-critical by any 2 of 4
(Technical expert mandatory in both).

Consumer Advisory Committees may be constituted to impart
awareness to the consumers on the prevalent escalation structures and
on representation of grievances to the relevant body. These
Committees may also facilitate taking up grievances on behalf of
many consumers, especially rural consumers, and help them maintain
evidence for filing and escalation besides helping them obtain interim

reliefs if required.



6. CGRFs may be facilitated to conduct scheduled tours across
designated regions to ensure complete coverage in a one year period,
thereby warranting greater admittance of grievances and feedback
from each region.

7. In order to facilitate the consumers, look and layout of bills may be
improved to simplify billing information besides providing the
escalation structure clearly on electricity bills.

8. Since consumers frequently experience the need to understand the
process of billing, meter reading and other related procedures, an
independent helpline may be set up wherein trained helpline
executives provide answers to all the consumer queries.

9. To ease the burden of resolution on CGRFs, grievances may also be
resolved through a process of mediation between consumers and
licensees.

10. Distribution utilities may be penalized in case of any deviations

observed from the regulations.

The Forum observed that all tables, charts may be appropriately provided
with references / notations. With this observation, the Forum approved the Study

Report on “Review of Functioning of CGRF & Ombudsman”.



AGENDA ITEM NO. 3 : PRESENTATION ON THE STUDY ON
“BEST PRACTICES ON AND STRATEGIES
OF DISTRIBUTION LOSS REDUCTION”.

FOR commissioned a study on "Best Practices on and Strategies for
Distribution Loss Reduction”. The FOR Secretariat, after following due process,
had identified M/s. PricewaterHouseCoopers as the consulting agency to assist the
Forum in carrying out the study. The Consultant made a presentation (copy

enclosed as Annexure-111) highlighting the salient features of the report.

Aggregate Technical and Commercial (AT&C) loss and Transmission and
Distribution (T&D) loss are considered key indicators of performance of
distribution utilities and these losses can be segregated into technical and non-
technical losses. Technical losses relate to network configuration and lack of
maintenance where as non-technical losses relate to connection management,

meter reading, billing, collection / credit management and field vigilance.

The study included the States which represent different parameters related
to loss reduction. Various loss reduction initiatives taken by the utilities have been
analyzed to identify the best initiatives which can have maximum impact for each

type of loss and for each type of consumer category.



Various parameters have been considered to develop the framework for
strategizing loss reduction, which inter alia include, defining the current loss
levels, specifying the loss targets to be achieved, measurement of losses and
verification, energy audit and analysis, planning — execution — improvement,
controlling — sustaining and benchmarking with similar utilities. As part of the
initiatives, Network strengthening (including Installation of LT ABC, Improving
HT:LT ratio, Substation/DT augmentation, Segregation/Bifurcation of feeders,
Implementation of HVDS system) and other initiatives (including DF initiatives/
Privatization to promote competition, Loss based capex plans under regulatory
structure) were suggested. As part of the improving commercial losses, initiatives
for Connection regularization scheme/surcharge waiver of scheme/interest waiver
scheme/VDS etc. and Outsourcing strategy and implementation have been

suggested.

The Forum observed that all tables, charts may be appropriately provided
with references / notations. The Forum felt that weightages assigned to different
initiatives for loss reduction be supported with necessary statistical evidence. It
was also pointed that instead of isolating only “Theft” category, all such cases
may be categorized under “Un-authorized use of electricity”. With these
observations, the Forum approved the Study Report on “Best Practices on and

Strategies for Distribution Loss Reduction”.



AGENDA ITEM NO. 4 : PRESENTATION BY APP ON THE
“IMPACT OF ENVIRONMENTAL NORMS
ON POWER SECTOR”.

Ministry of Environment, Forests & Climate Change (MoEF & CC) recently
issued a Gazette Notification amending the Environment (Protection) Rules, 1986,
with specified emission norms pertaining to Particulate Matter, SOx, NOxX &
Mercury, and Water Consumption. Representatives of Association of Power

Producers (APP) made a presentation (copy enclosed as Annexure-1V) before the

Forum on the impact of these environmental norms on power sector.

It was argued that implementation of new norms in respect of Particulate
Matter, SOx, NOx & Mercury, and Water Consumption would need additional
expenditure of Rs.1.25 — 1.5 Cr./MW along with a time-line ranging from 12 to

48 months for complete implementation.

It was also presented that, Domestic availability of required
technology/equipment is limited and considering assistance from global suppliers,
time and cost overruns are likely to be enormous as the timelines specified in the
norms for compliance cannot be adhered to. Considering the shutdown time for
modification and retrofitting of various plants simultaneously, wide scale

disruption in power supply is anticipated. The compliance of norms would need



an additional capex, thereby leading to a tariff increase of about Rs. 0.5/kwh to Rs.

1.25/kwh.

APP made a request for preparation of a guiding document encompassing -
phased implementation program with realistic timeframe and enabling framework
to manage the Technological, Financial, Regulatory and institutional issues, by
CEA in consultation with Industry, State governments, Regulators, Bankers and
Manufacturers of Air Pollution control equipment. A request was also made to

FOR to take up the matter appropriately with the Government of India.

The Forum noted the points brought out in the presentation and decided that
Forum will examine the matter in detail before finalizing the recommendations for

consideration of the Government of India.

BUSINESS SESSION - 11

AGENDA ITEM NO.5: PROPOSED BUDGET OF "FOR"™ FOR THE
F.Y. 2016-17.

The budget for the year 2016-17 as circulated was discussed in detail.
Salient features of the proposed budget as reflected in the income and expenditure
statement (contained in Annexure-l of the Agenda Note) were explained. It was

also informed that the expenditure on account of capacity building and



commissioning of studies is also estimated to be on the higher side in view of the

reduced Plan Assistance from the Ministry of Power on these counts.

The Forum was also informed that in the light of the observations received
from the tax consultant, provision for payment of services tax has also been made.
Considering the requirement for payment of service tax, the issue as to whether the
annual subscription should be inclusive of service tax came up for discussion.
While separate reimbursement of Service Tax is a general practice, it was decided
that the appropriate authority be approached for exemption of FOR for payment of
service tax. With these observations, the Forum approved the Annual Budget for

FY 2016-17.

AGENDA ITEM NO. 6 : PROPOSED STUDIES AND TRAINING
PROGRAMMES FOR THE YEAR 2016-17.

The Forum was informed that the proposal for commissioning the studies
and conducting the training programmes during the financial year 2016-17 was
evolved keeping in view the need for detailed analysis of the emerging issues
facing the sector and also with due regard to the need for capacity building for
Regulators and regulatory staff. Considering the suggestions for studies made by
the Members of the Forum, it was decided that the following studies and capacity

building programmes would be undertaken during the financial year 2016-17:-



Studies —

1.

2.

Study on Energy Storage Systems

Study on Price Cap Regulation for Distribution & Supply

Study on Model Guidelines on Operating Norms for Distribution
Networks

Review of Status of Open Access in Distribution

Study on the issues related to Power Sector raised in Economic
Survey FY 2015-16, including “Progressivity of Domestic Tariff”
Any other Study as may be decided by FOR / FOR Chairperson
subject to availability of budgetary provision.

The Forum also decided that inter se prioritisation of

studies/programmes would be left to the Chairperson, FOR.

Training Programmes —

1.

Orientation Programme for Chairpersons and Members of SERCs /
JERCs

Training on Legal Aspects of Regulation

Training Programme on Consumer Protection and Consumer Interest
Capacity Building Training Programme for Members / Officers of

SERCs at IIT Kanpur
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AGENDA ITEMNO. 7 : PRESENTATION AND DISCUSSION ON

"COURT CASE MANAGEMENT
AUTOMATION SYSTEM (E-COURT) IN
CERC".

The Central Electricity Regulatory Commission recently launched its “Court
Case Management Automation System (e-Court)” as an initiative towards e-
Governance and Digital India facilitating transparency, transformation and a step
towards paperless office. This initiative is aimed at strengthening MIS thereby
facilitating easy data storage and retrieval. The “e-Court” comprises of different
modules, which inter alia include e-Registration, e-Filing, e-Pleading, Case
Information System, e-Hearing, Digitization & e-Library etc. A copy of the

presentation is enclosed as Annexure-V.

As part of the initiative, CERC has spread awareness via advertisements,
letters etc., establish a dedicated helpdesk to address user concerns, conduct
training and workshops on regular basis. CERC is adopting Open Source

technology for the project.

In the second version of “e-Court”, it i1s aimed to disseminate CERC
Information through digitally signed documents, facilitate stakeholders to submit
digitally signed documents through CERC e-Filing portal, operationalization of

online payment gateway, automatic generation of cause-list, facilitate conduct of

11



hearings through video-conferencing and launch of a Mobile App which provides
real time petition status. The Application is hosted on NIC cloud to have 24x7

access and as on 04-09-2015, 2,37,600 pages have been digitized.

The Forum appreciated the initiative, and urged CERC to extend support to

SERC:s in their efforts towards digitization of their offices.

BUSINESS SESSION — 111

AGENDA ITEM NO. 8 : ISSUES RAISED BY THE STANDING
COMMITTEE ON ENERGY ON
"REDUCTION OF COMMERCIAL
LOSSES".

The Forum considered the recommendations contained in the 12" Report of
the Standing Committee on Energy on the subject “Measures to Check
Commercial Losses” which was laid in Lok Sabha and Rajya Sabha during
December, 2015. The Standing Committee on Energy, through this Report made

several recommendations.

Secretary, CERC/FOR informed the Forum that the Ministry of Power has
sought comments on the recommendations and only seven ERCs have responded

so far. She urged the Forum to expedite their response by providing detailed

12



comments / observations on the recommendations, so that timely reply could be
sent to MoP / Standing Committee on Energy.
AGENDA ITEM NO. 9 : PRESENTATION ON "MINI GRID
REGULATIONS OF UPERC".
UPERC recently notified regulations on Mini-Grid Renewable Energy
Generation and Supply and they are the first ERC to notify such regulations in the
country A detailed presentation was made by the Director (Distribution), UPERC

before the Forum on its recently notified UPERC (Mini-Grid Renewable Energy

Generation and Supply) Regulations, 2016 (copy enclosed as Annexure-V1).

These regulations mandate the Mini Grid Operators (MGOs) to provide a
minimum of 5 hours (during 1700 - 2300 hrs.) of supply per day through their RE
based generating system upto 500kWp, and the feed-in-tariff (FiT) is regulated by
UPERC (Captive and Renewable Energy Generating Plants) Regulations, 2014.
The MGO through its Power Distribution Network to supply power to its
consumers and adhere to the standards of performance as specified in the
Regulations. The tariff is not to be regulated by SERCs. Upon arrival of grid
connectivity, the MGO is allowed to exercise the option to continue with supply to
its consumers or to sell the excess energy / entire energy to the distribution
licensee at the point of interconnection as per Feed-in-Tariff. In case of pre-

existence of grid, the MGO is required to supply to the consumers for a minimum

13



period of three years before exercising the option of selling the entire energy to the
distribution licensee and distribution licensee qualify for accounting such power
under RPO. MGOs are required to adhere to safety and metering standards as per
norms specified by the Central Electricity Authority and the MGOs are required to

submit their quarterly returns to UPERC as detailed in the Regulations.

The Forum appreciated the initiative taken by UPERC and requested the

State Commission to share the Regulations with other Commissions.

AGENDA ITEM NO. 10: PRESENTATION ON "ECONOMIC
SURVEY OF INDIA ON POWER -
CHALLENGES AND WAY FORWARD".

A detailed presentation on “Economic Survey of India on Power Sector —
Challenges & Way Forward” was made by Shri R.N. Sen, Chairperson, WBERC,

Kolkata (copy enclosed as Annexure-VIIl). He made a reference to the key

challenges facing the sector, including on account of quality of coal,
environmental norms, high T&D losses, etc., and made his suggestions for

addressing the issues.

The Forum noted the presentation.

14



BUSINESS SESSION - IV

Shri Piyush Goyal, Hon’ble Minister of State (I/C) for Power, Coal,
New & Renewable Energy joined the proceedings.

Hon’ble Minister launched the re-designed logo of the Forum of Regulators,
which was approved earlier by the Forum in its 53" meeting held on 18.3.2016 at

New Delhi.

Thereafter, Hon’ble Minister addressed the Members of the Forum. While
appreciating the work being done by the FOR, he was kind enough to state that in
order to ease the financial constraints being faced by the Forum for running its
affairs, efforts would be made to explore the possibility of identifying sponsors
(while taking due care of issues of conflict of interest) for meeting the expenses
under FOR Budget Sub-Heads “Meeting Expenditure” and “Training

Expenditure”.

He stated that growth rate of demand for electricity is not encouraging and
therefore, immediate measures are required to be taken to boost demand for
electricity. He urged the SERCs / JERCs to provide their suggestions in this
regard. With regard to generation sector, he stated that in order to address the twin
issues of in-efficiency in generation and pollution, the proposal for retirement of

the plants which exceed 25 years of operating life is being examined. He stated

15



that once the proposal is approved, the retired plants will not be allocated funds

towards R&M / extension of life etc.

He stated that to further ease the constraints owing to fuel supply, efforts
have been made by the Government of India to augment coal production. The
efforts have resulted in stability of coal prices and witnessed no increase in coal
prices during the last three years. Now, continued efforts are being made on

improving the quality of coal supplies to the generating stations.

While emphasizing on the issue of efficiency in power sector, he stated that
measures for improving energy efficiency should not be seen in isolation, but
required to be synchronized with the efforts towards addressing the issues related
to climate change. He said that Government of India has worked extensively on
the issue of bringing in the benefit of economies of scale in pricing LED bulbs.
The efforts have resulted in substantial reduction of price of LED bulbs by 83%
within a period of 18 months and the production of LED bulbs has increased from
6 lakhs in 2013-14 to 9 crores in 2015-16. He conveyed the Forum that in
specific pockets, investments have been made for replacing the existing in-
efficient agriculture pump-sets with new efficient star rated pump-sets on pilot
basis and these efforts have shown encouraging results. He stated that these
investments have also brought out that the savings in power consumption by the

efficient pump-sets out-weigh the cost of replacement.
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He appreciated the initiative of FOR towards facilitating implementation of
UDAY Scheme. Further, he stated that the UDAY scheme has been drawn up
after carrying out very wide consultation with all stakeholders. During the entire
process, a high degree of transparency is maintained which inter alia includes the
agreements entered into with States for implementation of UDAY Scheme. He
urged the SERCs / JERCs to provide their comments on better implementation of

the UDAY Scheme for further consideration by the Ministry of Power.

While referring to the issues related to renewable energy, he stated that lack
of interest in the market for purchase of RECs has been a major concern. In this
regard, he suggested that State Governments / Discoms have to take steps to
comply with RPO targets specified by SERCs. He urged the SERCs to proactively
ensure compliance of RPO targets by the State Discoms so that demand for RECs
could be stimulated in the market. Additionally, efforts may be made to invite

REC and PFC and the State Governments to purchase RECs.

He informed the Forum that the Ministry of Power has launched several IT-
enabled applications on internet / mobile platforms for effective and real-time
dissemination of information. The applications provide information pertaining to
Power Market, Energy Efficiency etc. These measures have facilitated

stakeholders with updated real time information.
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He said that in the context of the issue raised by NTPC Chairman (who
accompanied the Hon'ble Minister), that the retail tariff does not reflect the two
components of tariff truly, viz., the fixed cost and variable cost. the FOR should
look into the issue and study its implication. He urged the Forum of Regulators to
constitute a Sub-Group / Working Group to examine all important issues related to
Waste to Energy, which inter alia include, generation facilities, availability of
technology, evacuation facility, regulatory mechanism etc. He wished the Forum
to continue to deliberate upon important issues relevant to the sector and provide
its recommendations from time to time to the Government for its consideration

and necessary action.

On conclusion of the meeting, Chairperson, CERC/FOR thanked the
Hon'ble Minister for his address, the Chairperson, Members and staff of the Uttar
Pradesh Electricity Regulatory Commission (UPERC) for their painstaking efforts
to host the 54" Meeting of FOR at Varanasi. He also thanked all the dignitaries

present in the meeting.

Secretary, CERC/FOR thanked the staff of “FOR” Secretariat for their

arduous efforts in organizing the meeting.

The meeting ended with a vote of thanks to the Chair.

*kkkkkkkk
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[ ANNEXURE — 1/

LIST OF PARTICIPANTS ATTENDED THE 54" MEETING

OF

FORUM OF REGULATORS (FOR)

HELD DURING 077" —09™ APRIL, 2016 AT VARANASI (UTTAR PRADESH).

S. NAME ERC

No.

01. Shri Gireesh B. Pradhan CERC —in Chair.
Chairperson

02. Shri S.K. Negi BERC
Chairperson

03. Shri Narayan Singh CSERC
Chairperson

04. Shri Krishna Saini DERC
Chairperson

05. Shri Anand Kumar GERC
Chairperson

06. Shri Jagjeet Singh HERC
Chairperson

07. Shri S.K.B.S. Negi HPERC
Chairperson

08. Shri Basharat Ahmed Dhar J&KERC
Chairperson

09. Justice (Retd.) Shri N.N. Tiwari JSERC
Chairperson

10. Shri S.K. Chaturvedi JERC for Goa & All UTs
Chairperson except Delhi

11. Shri R.K. Kishore JERC for Mizoram and
Interim Chairperson Manipur

12. Shri T.M. Manoharan KSERC
Chairperson

13. Dr. Dev Raj Birdi MPERC
Chairperson

14. Shri Imlikumzuk Ao NERC
Chairperson-cum-Member

15. Shri Satya Prakash Nanda OERC
Chairperson

16. Shri D.S. Bains PSERC
Chairperson
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17. Shri S. Akshayakumar TNERC
Chairperson

18. Shri Niharendu Chakraborty TERC
Chairperson

19. Shri Desh Deepak Verma UPERC
Chairperson

20. Shri Subhash Kumar UERC
Chairperson

21. Shri Rabindra Nath Sen WBERC
Chairperson

22. Shri Dipak Chakravarty AERC
Member

23. Shri D.B. Manival Raju KERC
Member

24. Ms. Shubha Sarma CERC
Secretary

25. Dr. Sushanta K. Chatterjee CERC
Joint Chief (RA)

SPECIAL INVITEES

26. Shri A.K. Singhal CERC
Member

27. Shri A.S. Bakshi CERC
Member

28. Dr. M.K. lyer CERC
Member
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1 Overview Contents

|
Objective of study

The Electricity Act, 2003 makes elaborate provisions which seek to
protect the interests of consumers. The National Electricity Policy and
the Tariff Policy framed under the Act reinforce its provisions.

Measures for
strengthening
the institutio

Gap
Identification The State Electricity Regulatory Commissions (SERC) have notified
regulations for redressal of consumer grievances. Further, the States
have institutionalized the mechanisms of grievance redressal, such as the

Consumer Grievance Redressal Forum (CGRF) and the Ombudsman.

Review of
efficacy of
CGRF &
Ombuds
man

The Forum of Regulators recognizes the need to review the steps taken
in various States in operationalizing the CGRF and Ombudsman.

The Forum of Regulators appointed PwC to undertake review of
functioning of CGRF's & Ombudsman in States

Review of functioning of CGRF and Ombudsman Strictly private and confidential 8 April 2016
PwC 4



1 Overview

Contents

|
Scope of work

Tabulation of status of

establishment

Analysis of functioning ?

Gaps
identification

Suggesting measures for
strengthening the institutions

Other related analysis

« Tabulating status of establishment and composition of CGRF and
Ombudsman in all States

* Analysis of functioning of CGRF & Ombudsman in 10 States
» Tabulation of number and nature of complaints handled by the
selected states

* Gap identification in the functioning of CGRF and Ombudsman vis
a vis their role envisaged under the Act and the Rules &
Regulations

« Suggesting measures for strengthening the institution of
the CGRF & Ombudsman

« Related analysis that help in identification of gaps

Review of functioning of CGRF and Ombudsman
PwC

Strictly private and confidential 8 April 20165



1 Overview Contents

Our approach

a) Review of legal and regulatory framework with respect to CGRF and Ombudsman
b) Tabulating status of establishment of CGRF and Ombudsman in all States
c¢) Selection of 10 states for in-depth study

d) Comparison of SERC Regulations regarding CGRF and Ombudsman in select 10 states

Phase 1:

Inception

a) Collection of data from select 10 states through primary and secondary research

b) Representing the data collected in tabular form for comparison on parameters such as
number of cases disposed, types of complaints, time of resolution etc.

c) Analysis of the data for the ten states
d) Conducting a consumer survey to gain an understanding of major concerns faced by them

Phase 2:
Analysis

a) Review of consumer grievance mechanism in other countries like Philippines and UK

b) Review of consumer grievance redressal mechanism in other sectors such as banking and
telecom sector

c) Based on the review, derive key learnings from each country/ sector

Phase 3:
International and
sectorial revie

Phase 4:

a) Identification of issues and scope for improvement in the current structure
Way forward

b) Recommendations and Way forward

Review of funCtioning of CGRF and Ombudsman Stncﬂy private and confidential 8 Aprll 2016
PwWC 6
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2 Legislative and Regulatory Provisions

Contents

Legislative and Regulatory Provisions

mmmm Llectricity Act, 2003

« Section 8 provides for establishment of consumer grievance redressal forum by distribution
licensee and empowers state commissions to formulate guidelines for the same. It envisages
for the formation of a two tier consumer grievance redressal mechanism under every SERC.

National Electricity Policy, 2005

« Section 5.13 lays emphasis on safeguarding the interest of the consumers and promoting the
quality standards of supply of power. It reiterates the role of SERCs in setting up the
mechanisms of CGRF and the Ombudsman.

National Tariff Policy, 2006

« Section 8.0 lays emphasis on the supply of reliable and quality power of specified standards.
The policy also emphasizes on the imposition of penalty on the licensees in case of failure to
meet the standards.

Electricity Rules, 2005

« Rule 7 describe the appointment of Ombudsman by the State Commission, reporting
requirements of Ombudsman with respect to grievance redressal and compliance of SOP as
specified by the commission along with procedure for grievance redressal.

Review of funCtioning of CGRF and Ombudsman Stncﬂy private and confidential 8 Aprll 2016
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3 Review of Existing Scenario in India Contents

|
Existing Scenario in India

The following measures have been undertaken by states to institute consumer protection in accordance with regulations:

1. Establishment of CGRF & Ombudsman bodies and regulations
a) Composition and Operationalisation of CGRF and Ombudsman

b) Reporting requirements of CGRF and Ombudsman

c) Process to be followed by consumer for submission of grievance
d) Details about the grievance handling process (Investigation process, issue of order)
2, Development of a four tier mechanism for redressal of consumer grievances: -
a) Tier 1: Consumer to contact the internal grievance redressal cell/call centre of the discom
b) Tier 2: If the consumer is dissatisfied or complaint is not resolved within a stipulated timeframe, it can register a
complaint with CGRF

c) Tier 3: If the consumer is not satisfied with the outcome at the CGRF level, he/she may appeal the CGRF’s decision to
the Ombudsman

d) Tier 4: If still dissatisfied, the consumer has the right to approach the High Court

3. Development of Model Regulations by FOR in 2011:

a) In order to bring clarity and uniformity in the method of grievance redressal being followed in various states, FOR had
come up with model regulations for the constitution and operationalization of CGRF and Ombudsman in February 2011
called as “Model Regulations for Protection of Consumer Interest”

Review of funCtioning of CGRF and Ombudsman Stncﬂy private and confidential 8 Aprll 2016
PwC 10



3 Review of Existing Scenario in India

Contents

Initiatives taken by various states regarding
establishment of CGRF and Ombudsman

v’ Karnataka and Kerala have established
one CGRF for each revenue district.

v MP holds sittings for CGRF at various
locations to increase the reach.

v' Delhi and Haryana prints details for

CGRF and Ombudsman on electricity
bills for consumer awareness.

v’ Maharashtra has established two
Ombudsman while Orissa has
established four (one for each discom).

All the states have one CGRF established
except:

v" Arunachal Pradesh
v" Nagaland

v' Jammu and Kashmir

Similarly, all states have one
Ombudsman established except:
v" Nagaland

v' Jammu and Kashmir

In Nagaland and J&K the notifications for CGRF
and Ombudsman have been issued, yet the office

Review of functioning of CGRF and Ombudsman
PwC

Strictly private and confidential

8 April 2016
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3 Review of Existing Scenario in India Contents

|
Selection of states (1/2)

States Region N ].)atat . Y.ear o.f No of CGRF Offices
vailability Notification
Delhi North % 2003 4
........................... UttarakhandNorth\/2OO42
.................................... PunjabNorth\/2005NA*
Haryana .................................... North ....................................................... \/ ........................................................... 2 004 ............................................................ 2 .................................
................................... Gujaratwest\/20048
..................... MadhyapradeShcentral\/20043
WestBengalEaSt ........................................................... \/ ........................................................... 2 003 ...................................................... NA** ...........................
........................... Chhaulsgarhcentral\/2oo73
............................... K arnatakasouthx2004EaChdlstrlct
AndhrapradeShsouth ....................................................... \/ ........................................................... 2 004 ............................................................ 2 .................................
*DataonexactnumberofCGRFslsnowvallable ....................................................................................................................................................................................................................
** West Bengal has GRO’s instead of CGRFs
Review of functioning of CGRF and Ombudsman Strictly private and confidential 8 April 2016
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3 Review of Existing Scenario in India Contents

|
Selection of states (2/2)

State Selection

North Central

Delhi Madhya Pradesh Gujarat Karnataka West Bengal
Haryana ................................................. C hhathsgarh ............................................................................................................ An dhraPradeSh ................................................................................................
Punjab ............................................................................................................................................................................................................................................................................................................................................
Uttarakhand .............................................................................................................................................................................................................................................................................................................................

State Selection Parameters:

1. Region : Representation of each of the regions

2. Data Availability: As per published and available data

3. Unique Features : Consisting of observed difference in composition and autonomy

4. Number of CGRF offices : Representation from states with better geographic reach

5. Year of notification of regulations : Representation from states with recent notifications or earlier notifications
Review of functioning of CGRF and Ombudsman Strictly private and confidential 8 April 2016

PwC 13



3 Review of Existing Scenario in India

Contents

Review of CGRF Regulations across ten states(1/2)

Structure

v 'WB has mandated to have
at least one Grievance
Redressal Officer at sub-
district/district and one at
corporate level.

v' Karnataka has established
a CGRF in each revenue
district.

v' Gujarat & Chattisgarh have
established multiple CGRF
offices for most utilities to
enhance reach.

v Haryana, Uttarakhand and
Madhya Pradesh have
divided large regions into
2-3 CGRFs.

Details here

Cost and Expense of

the Forum

Normally costs and
expenses of the forum are
determined by the
distribution licensee

As per the Regulations:

v" In Karnataka and
Maharashtra, no mention
of who would bear the cost
and expenses of the forum

v For remaining reviewed
states, cost and expenses
of the forum shall be
borne by the distribution
licensee (Accounted in
ARR for Haryana)

Details here

Appointment of

Members

Members are appointed
either by Commission or
by licensee or by both.

As per Regulations:

v" Delhi has ensured
independence of all 3
members.

v" No mention of
independence in Haryana

v" Other reviewed states have
at least one independent
member except WB

v" The members cannot
generally be appointed to
the Forum within two
years of their retirement
from a licensee.

Maximum Time

Period for Grievance

Handling

Ranges between 30-60
days on case to case basis
from state to state.

As per Regulations:

v" No mention of maximum
time period for grievance
handling in Haryana.

v" MP guides CGRF to
address the cases within 6-
8 weeks.

Details here
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Review of CGRF Regulations across ten states(2/2)

Appeal against the order

Tenure of Members

Normal tenure of service is 2-3
years for members of CGRF

As per Regulations:

v Gujarat, Uttarakhand,
Chhattisgarh and AP allow
extension of tenure by 2 years if
deemed necessary

v' MP allows extension of tenure by 3
years if deemed necessary

v Delhi and Haryana do not allow an
extension of the tenure period.

v No mention of tenure in Karnataka
and West Bengal.

Details here

Composition

Members are experts in either
one or more of the areas like
Financial, Technical, Legal and
Consumer Affairs

As per Regulations:

v No consumer affairs expert in WB
as members

v Only Delhi, AP, Gujarat and
Haryana have a legal expert as
members

v' Madhya Pradesh, AP, Karnataka
and Punjab have a financial
expert as member

v' In West Bengal, no clause
pertaining to composition of
CGREF is present Details here

of CGRF

Consumers are allowed to
appeal in Ombudsman if
dissatisfied

As per Regulations:

v" Distribution licensee can not
appeal in Ombudsman.

v" Time frame of appeal varies from
state to state.

v" 'WB allows a time period of 20
days from the date of the order of
GRO before which the consumer
has to appeal.

v' While MP give 60 days, rest give
30 days for appeal.

Details here
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Review of Ombudsman Regulations across ten

Number of Ombudsman

Number of Ombudsman in a
state varies from state to state.

As per Regulations:

v' MP, Delhi, AP, Gujarat, Punjab and
Uttarakhand have highlighted
appointment of more than one
Ombudsman if needed.

v Haryana and Karnataka allows
appointment for one Ombudsman
only

v" 'WB does not mention the no. of
Ombudsman that can Dbe
appointed

Appointment of
Ombudsman

The Ombudsman are appointed by
the respective state commissions.

As per the Regulations:

v Delhi, Haryana, Karnataka and
Punjab do not highlight the manner
of appointment.

v' While Gujarat, MP have highlighted
the process of appointment.

v In Gujarat, a selection committee is
formed consisting of members and
Chairperson for appointment

Details

Independence of
Ombudsman

Some states have clearly
highlighted the eligibility
criteria of the applicant to
ensure independence of the
members.

As per Regulations:

v Delhi, Gujarat, MP and
Uttarakhand disallow the
appointment of existing or
recently retired employee of the
licensee.

v" Regulations of remaining states
have not ensured independence
which may serve as a bottleneck
towards impartial redressal.

Details

Review of functioning of CGRF and Ombudsman
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Tenure of Appointment

Tenure of appointment varies
from 2-3 years in different states.

As per Regulations:

v Most of the reviewed states allow
extension by 1-2 years except Delhi
and Punjab

v WB does not have any -clause
regarding the tenure of
appointment in regulations.

Details here

Cost and Expense

Cost of the Ombudsman and the
Secretariat can either be borne
by Commission or by distribution
licensee or out of the funds
created under section 103 of EA
2003.

As per the Regulations:

v' Amongst the reviewed states, Delhi
and Punjab the only states where
costs are borne by the licensee in
proportion of the power
withdrawal which may hamper
independence

v" While WB does not have any clause
regarding costs and expense in
their guidelines.

Details here

Review of Ombudsman Regulations across ten
states(2/2)

Time Period for Issuance of

Order

Time Period to issue an order
ranges between 60-90 days .

As per Regulations:

v" 'WB does not mention any clause
regarding timelines for resolving
the case but highlights a unique
feature wherein the consumer can
appeal to commission before
going to judiciary if the case had
been referred from commission.

Details here

Review of functioning of CGRF and Ombudsman

PwC

Strictly private and confidential

8 April 2016

17




Analysis of functioning of CGRF and
Ombudsman

Review of functioning of CGRF and Ombudsman ¢ Forum of Regulators
PwC



4 Analysis of functioning of CGRF and Ombudsman Contents

|
Performance Analysis: CGRFs and Ombudsman

Parameters for performance review

Efficiency of Grievance

Recel Drivers of Resolution Efficiency Impact of Decisions

Success in resolving Efforts to address and Outcome of grievance
grievances expedite resolution resolutions

Efficiency of

Analysis of
resolution

Number of sittings decisions

Timeliness of Grievance Escalations to the
resolution handling capacity next level

Category-wise Geographical
resolution reach of CGRFs

Review of functioning of CGRF and Ombudsman Strictly private and confidential 8 April 2016
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Analysis: CGRF & Ombudsman of select ten states (1/8)
Snapshot of CGRF Performance — 2014-15

Related Graphs
mmmm Grievance Resolution Timely Grievance Resolution
95.54% 94 01% 96.81%
91.87% .
92,2006 22" 83.05% 89.02% 87.85% 85.16% 90.13%
79.49% 80 24%
73.85%
63.01% 66.67%
60.55% 53.31%
40.46%
Madhya Pradesh Delhi Andhra Pradesh  Gujarat Punjab Uttarakhand Haryana Chhatisgarh ~ Karnataka  West Bengal
Total
Grievances || 404 2022 708 1697 173 469 334 283 272 4266
Handled
Key Observations - Key Considerations
1. Delhi faces a larger number of complaints than other
1.  WB (CGROs), MP and Haryana are top performers in resolving grievances in an states under study
efficient and timely manner, followed by Gujarat & Chhatisgarh. 2. ng has different Ztrucmre of Grievance Redressal
2.  Delhi, Andhra Pradesh, Punjab & Uttarakhand have been striving for timely Officers as opposed to CGRF :
. . . . 3. MP faced an exceptional billing issue in 2014-15, hence
resolution of grievances, while Karnataka has struggled to manage a relatively a large number of grievances
smaller base of complaints. 4. Karnataka has a CGRF in every revenue district.
Review of funCtioning of CGRF and Ombudsman Stnc“y private and confidential 8 Aprll 2016
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Analysis: CGRF & Ombudsman of select ten states (2/8)

Snapshot of Ombudsman Performance — 2014-15 Related Granhs
mmm Grievances resolved Timely resolution (from received)
86.36% 92.15% 82.76% 88.24% 85.37%

0,
86.91% '- 73.33%

74.87%
67.35% 70.37% VAl -2 7
T
26.53%
- 10.23% “ 9.26% 12.20%

MP Delhi Andhra Pradesh  Gujarat Punjab Uttarakhand Haryana Chhatisgarh ~ Karnataka WB (CGROs)
Total NA
Grievances 49 88 NG 191 45 54 58 17 41 2352
Handled
Key Observations Reasons for delay:
1. Gujarat, Chhattisgarh, Haryana, Delhi and Karnataka have been most * Delay in reports from test labs in case of meter
efficient in grievance resolution, while Punjab, Uttarakhand, Madhya related issues
Pradesh and West Bengal have achieved moderate success in the overall * Incomplete documentation
efficiency of resolution. * Undue adjournment of court

2.  Gujarat, Punjab and Haryana have been most successful in resolving
grievances in a timely manner, while Delhi, Madhya Pradesh, Karnataka
and Uttarakhand have not been able to deliver decisions consistently
within the stipulated period of resolution.

Review of funCtioning of CGRF and Ombudsman Stnc“y private and confidential 8 Aprll 2016
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Analysis: CGRF & Ombudsman of select ten states (3/8)

Category-wise resolution by CGRES in 2014-15

Related Graphs
Key Observations
. . WB (CGROs)

Incorrect Billing and Meter-related issues are the

most frequently handled types of grievances and S99,

affect overall efficiency of resolution. “Incorrect Billing

0% 1 Qualitvof Supply iszues
nMeter Related

CGREFs of 8 out of 10 states receive more than 40% of
grievances related to billing

2. MP & WB (CGROs) are able to resolve >90% billing and

meter-related grievances in a timely manner, and hence
are more efficient overall.

Punjab has been able to resolve 44.3% of billing issues on
time, which has hampered the overall efficiency of
resolution.

Key Reasons problems*

1. Technical malfunctioning of meters and display of
incorrect usage.

2. Tampering of meters and thefts.

3. Unwillingness of certain consumers to pay bills within
the stipulated billing cycle.

4. Lack of communication between utilities and consumers
in any changes made in billing procedures.

5. Lack of awareness of consumers of the right escalation
structure for reporting suspected issues with metering.

New Connection
Dizconnection of supplv

Other izzues

3%

Punjab

Madhya Pradesh

1%
14%
2";’_-:-\

2%
2%

1%

69%

Other states

* As per sample CGRF and Ombudsman orders of select 10 states
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Analysis: CGRF & Ombudsman of select ten states (4/8)

Category-wise resolution by CGRES in 2014-15

Related Graphs
Key Observations
With increase in consumers & load growth, Gujarat
grievances related to new connections have
been on a rise.
299, m Incorrect Billing
m Quality of Supply issues
1. Delhi, Gujarat and Uttarakhand are registering 1% m Meter Related
substantial number of grievances related to new New Connection
connections. Disconnection of supply
2. Expediting resolution process through measures such as Other jssues
reducing the number of visits by gathering more 38%
information beforehand from the concerned consumers.
Delhi Uttarakhand

Key Reasons

1. Delays caused in procurement and installation of
requisite equipment.
2. Delays caused by utilities in understanding the needs of

0%
the consumer. .

12%

Electricity Act, 2003 mandates utilities to provide supply
of electricity within one month after receipt of the
application, unless it entails setup of new local or regional
infrastructure.

0%

0%
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Analysis: CGRF & Ombudsman of select ten states (6/8)

Effect of CGRF sittings — 2014-15

Related Graphs
T E TR
mmm Grievance resolution per sitting Timely Grievance resolution per sitting 7.06
(Quarterly Average) (Quarterly Average)
8.39
8.04
4.67 4.28
N— =71 Ls1 2.35
% NA - e .66 —r:04 i-OO 0.90 0.67
| = — WOl iy 1
MP Delhi Andhra Gujarat Punjab Uttarakhand Haryana Chhatisgarh Karnataka West Bengal
Pradesh
*NA — Data Not Available
Key Observations

Number of sittings seems to positively influence
timely redressal of grievances, and appears to be

necessary in states such as Delhi and Madhya
Pradesh, which have a large base of complaints

Madhya Pradesh, Delhi, Gujarat and Haryana have a
higher efficiency of resolution per sitting in comparison to
other states, followed by Punjab, Uttarakhand,
Chhattisgarh and Karnataka.

WB has highest grievances resolved per sitting, due to:

1. Empowerment of sub-district and district level grievance redressal
officers to resolve grievances with limits of reward or penalty.

2. With a grievance redressal officer accessible in each region, the
conduct of resolution sessions with consumers becomes more
efficient, relevant and productive.

Constitution of CGRFs may be revised to ensure regular meetings amongst
members who are not critically involved in other operations, and the final
approval of critical issues may rest with the chairman of CGRF.
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Analysis: CGRF & Ombudsman of select ten states (7/8)

Grievance Handling Capacity — 2014-15

® Grievances per CGRF per quarter-2014-15

217 224
114 g2
64 61
B H om = - 2
[ ] ] ] o —
MP Delhi Andhra Pradesh Gujarat Punjab Uttarakhand Haryana Chhatisgarh Karnataka WB (CGROs)
Consumers per CGRF (Lakh Nos.)
83.30
50.10
33.83 34.05
12.24 19.38 9.45 15.60 6.87 16.92
MP Delhi Andhra Gujarat Punjab Uttarakhand ~ Haryana Chhatisgarh  Karnataka WB (CGROs)
Key Observations Pradesh

1. While most CGRFs have been able to consistently handle the load of registered grievances over the two years, states where awareness

and enterprising levels of consumers are high may struggle to resolve complaints in an expeditious manner (such as Delhi) and may
require the creation of more forums in the coming years.

2. In states such as Madhya Pradesh and Delhi, one CGRF has been setup for each of the distribution utilities to serve the electricity

consumers of those utilities, while in Haryana and Uttarakhand, the CGRFs have been established for each major region, keeping in
mind regional and logistical considerations.

To improve the timeliness of resolution, states like Delhi and Punjab may need to increase the number of members by 2, to ensure that
more sittings can be conducted with the required quorum, and increase frequency of state tours to resolve grievances.

Review of functioning of CGRF and Ombudsman
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Analysis of decisions — 2014-15

Key Observations Delhi Uttarakhand

Most state CGRFs have been consistent in

220%

B [n favour of the
COnSumer

giving more decisions in favor of consumers
than the licensees

In favour of the
licensee

1. Delhi & Uttarakhand have given a significant proportion of
decisions in favour of consumers, followed by Chhatisgarh
& Haryana.

Gujarat Punjab

2. CGRF’s in Gujarat & Punjab have given marginally more

decisions in favour of consumers. m In favour of the

4?% 45% Consumer
3. WB is the only state where decisions have been more in In favour of the
favour of licensees than the consumers. licensee
3304
4. For Ombudsman, decisions were evenly matched in every
state except WB, where more decisions in favour of WB (CGROs)
consumers.
3094
Key Reasons m [n favour of the
COnsumer
1. More decisions regarding billing and connection/ In favour of the
disconnection issues seem to be going in favour of 70% licensee
consumers.
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Ombudsman es CalathnS Ratio of type of grievance escalated to
Ombudsman and to CGRF
Types of grievances escalated Related Grahs
Key Observations Disconnection of supply — 2013-14
=1.00
Disconnection of supply are the more 0.50 0.67 0.52
grievous types of complaints that are o0 i 22 0.00 000 l NA l
escalated in 10000) & numbers to Ombudsman WE Celhi AP Gujarat Funjsb  Uterskhand Harenz  Chhattisgarh Kamatsks Wwa

Disconnection of supply — 2014-15

1. Significant number of grievances regarding
disconnection in Delhi, Haryana and WB have been »1.00

escalated to Ombudsman for resolution. 0.78
0.26
0.14
Key Reasons 0.06 xa m_ 000 0.0 I 000 naA e
MP Diethi AP Afjarat Pmjabk Utmrakhand Hanana Chhattisgarh Eama@ka WE
1. Many consumers believe that high billing charges and
usage occurs on the account of theft or meter-tampering Incorrect Billing — 2013-14
and therefore they pursue the matter for resolution.
2. In grievances where the consumers consider billing 029
amounts to be inordinate or unfair, they feel compelled 0.03 0.14 015 015 0.04 0.08
to further escalate the matter to Ombudsman. These : 002 ~a : NA
cases account for signiﬁcant monetary loss to MP Delhi AF Gujarat Punjsgt  Utsrakhand Haryana Chhattisgarh Hamataks wa
consumers and hence the consumers seek immediate
relief. Incorrect Billing — 2014-15
2. Ombudsman has also received several escalations of 0.16 019
incorrect billing in Gujarat, Punjab, Uttarakhand, 001 003 s 009 0.09 002 wxa 005
Haryana & WB : : : :
MP Diehhi AP Afjarat Punjab  Utmrakhand Harnana Chhattisgarh Eamat@lka WE
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Key Analysis: Consumer Survey Responses

Questionnaire

Background and major concerns faced

1. Which state you belong to ? 4. Have you ever filed a complaint to the distribution company?
2.. Which category of consumer do you belong to ? 5. What was the time taken by distribution company to resolve the issue?
3. What is the most common problem that you face in electricity supply? 6. Why have you never filed a complaint with the Distribution Company?

Awareness of grievance escalation structure

7. Are you aware of CGRF? 10. Why have you never appealed to CGRF? ( If answer to Q9 was no)

8. Where did you get the information on CGRF and Ombudsman?
9. Have you ever appealed to CGRF?

Past escalations to CGRF or Ombudsman

11. Why did you apply to CGRF? 14. Were you satisfied with the decision of CGRF?

12. For which issue did you appeal to CGRF? 15. Did you appeal to Ombudsman? (If answer to Q14 was no)

13. What was the time taken by CGREF to arrive at the decision? 16.What was the time taken by Ombudsman for the decision?
17.Would you appeal to CGRF/Ombudsman again if you face any 20. Do you feel that legal assistance is required in filing an appeal to
problem with electricity supply? CGRF/Ombudsman?

18.What could be the possible reason for you to not appeal to CGRF and 21. According to you, which industry has the best customer grievance
Ombudsman again?(if answer to Q17 was no) redressal mechanism ?

19. According to you, how can functioning of CGRF/Ombudsman be

improved? (can select more than one option)

Review of funCtioning of CGRF and Ombudsman Stncﬂy private and confidential 8 Aprll 2016
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Key Analysis: Consumer Survey Responses

Takeaways

Majority of consumers surveyed had billing or meter related issues.

Awareness level of consumers regarding internal Grievance Redressal Procedure followed by discoms was relatively high. It can
mainly be attributed to the fact that the consumers who responded were mostly from metropolitan cities

Ombudsman. The consumers who were aware of CGRF and Ombudsman mainly received information regarding the existence of

@ Despite most respondents being from metropolitan cities, around 40 % of the consumer surveyed were unaware of CGRF and/or
such institutions either through information printed on bills or State Electricity Commission’s websites.

More than 40% of the respondents feel that legal assistance is required for filing complaint and thus acts as a big deterrent for
registering complaints.

Around 25 % of respondents cited that they would not like to register complaints with CGRF or Ombudsman as it is a time
consuming exercise and entails considerable travel for hearing purposes. The consumers suggested that the maximum time
period for grievance redressal for critical issues shall be reduced.

Review of funCtioning of CGRF and Ombudsman Stncﬂy private and confidential 8 Aprll 2016
PwC 29



Review of Grievance Redressal
Mechanism in other countries

Review of functioning of CGRF and Ombudsman ¢ Forum of Regulators
PwC



5 Review of Grievance Redressal Mechanism in other

countries Contents
|
[ ] [ ]
United Kingdom
Grievance Escalation Structure
N . - 3 N\ [ N\ [ N
Citizens Advice Service Judicia
Energy Provider Approach the Citizens Advice Ombudsman Services ry
, pp . ) . . ) Approach the courts to resolve
Contact the energy company’s consumer service for company’s Approach if the complaint hasn’t disputes. though most CONSUMers
customer care service, resolution details or any other support. The been resolved to satisfaction after pr eflz or resolvi ngg the escalations at
team or head of relations. service lends their Expertlse as 8 weeks the level of Ombudsman Services.
J \\ require J \\ J \\ J

Key parameters used to measure grievance redressal performance of energy companies

Energy Companies are evaluated on a combination of the following parameters

Communication
with the consumer

+ Ease in obtaining
supplier’s contact
details
Ease in contacting

the supplier to
register complaint
Clear agreement on
nature of grievance
and next steps

Response time of
resolution

* Being given a
timetable for the
resolution process,
and being updated
on a periodic basis

First-contact
resolution

Utility’s ability to
solve issues at the
first point of contact
itself, i.e. at the

customer care
specialist level

Escalation of
grievances

* Frequency of
escalations of
grievances to
Ombudsman on

failure or delay by
energy supplier

Retention of
consumers

« Utility’s ability to
prevent users from
switching to other
energy suppliers
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Philippines

Grievance Escalation Structure

Con}plan.lt R.egls.t s DMC instructs both Documented and
with Distribution . ) Resolved :

P — parties to resolve dispute copy held with the

Comrnittee within a certain timeframe parties and DMC

DMC forms a committee of representative § Resolved Documented and
from both the parties and instructs them - copy held with the
to resolve within a certain timeframe parties and DMC

lIf unresolved

Caters to complaints with DMC creates independent Distribution Code Resolution Panel
respect to non adherence of I—l

Distribution Code with .

respect to SOP excluding

bllhng and settlement Decision of Distribution Code Resolution Panel is binding on the parties and
1ssues a copy of decision shared with DMC

Review of funCtioning of CGRF and Ombudsman Stncﬂy private and confidential 8 Aprll 2016

PwC 32



5 Review of Grievance Redressal Mechanism in other
countries Contents

|
Philippines

Grievance Escalation Structure

For metering and billing settlement related issues, the following is the process for the
dispute resolution

« Distributor’s contract manager and user try to resolve the dispute
« In case it is unresolved it has to be resolved by the direct supervisors of both the parties

« If no resolution has been achieved at supervisor’s level, distributor’s position will prevail
« If user disagrees, it can submit request to a settlements arbitrator selected by Market operator

« Arbitrator’s decision shall be binding on both the parties
« However in rare cases if a party feels that there is major error in arbitrator’s decision, it can
appeal to the ERC
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Key takeaways from international experience

Takeaways from United Kingdom

Empowerment to Performance Providing
Grievance handlers Incentives Convenience

« Establishing an app-based
service

 More efficiency and
assurance metrics linked to
supplier’s performance and
incentives

« Empowering first contact
complaint handlers to resolve
problems

« A personal timeline to track
usage, view billing related

information and provide
feedback

Takeaways from Philippines

Procedural Improving Enhance
Efficiency Transparency Communication

 Customer confirmation on
understanding the problem &
knowing the next step

 Improving the look of the bills —
Simpler, Cleaner and Easy to
understand

« Assigning priority to complaints
for fast-track resolution — based
on certain parameters

« Different mechanism of
grievance redressal for billing /
metering issues and other types
of issues

« Receiving updates, Ease of
finding the right person to talk
to, final response and close of
dispute etc
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Grievance redressal in Banking Sector

Regulatory Framework

Introduction

Under the Banking Ombudsman Scheme of 2006,
The Reserve Bank appoints one or more of his
officers as the Banking Ombudsman to redress
customer complaints against certain deficiency in
banking services.

Obligations of banks under the scheme

 The purpose of the scheme and the contact details
banking ombudsman are displayed prominently in
branches and offices;

 The copy of the scheme is available with the
designated officer of the bank for perusal in office
premises and also uploaded on the websites;

» A Nodal Officer is appointed at regional /zonal
offices who will be responsible for representing the
bank and furnishing information to the
Ombudsman about the complaints filed against
the bank.

e e o e e e

Code of Bank’ s Commitment to Customers (BCSBI)

Introduction

Code of Bank’s Commitment to Customers was set up by
the Banking Codes and Standard Board of India (BCSBI) in
association with the Indian Bank’s Association. Ensure
energy input points of licensed area are metered

Code of Bank’s Commitment to Customers was set up to
ensure minimum standards of banking practices for
member banks to follow when they are dealing with
individual customers.

Objectives

The central objective of this code is to promote good
banking practices, set minimum standards, increase
transparency, achieve higher operating standards and
promote a cordial banker-customer relationship which
would foster confidence of the common man in the banking
system.
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Grievance redressal in Banking Sector
State Bank of India

Unresolved

s

TAT: 3 Weekl

. . TAT: 3 Weeks
Written Complaint

registered in the complaint
book

Deputy General
Manager of the
Zonal office

Grievance Cell at
Local Head office

Corporate Centre

Unresolved/Unsatisfie

Banking
Ombudsman

Appellate Authority
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Grievance redressal in Banking Sector
ICICI Bank

Complaint
Registration through Head of Customer Services Nodal Officers
various Channels *

External
Ombudsman

Banking Ombudsman

Additional initiative by ICICI Bank to improve
consumer grievance redressal

Various Channels of complaint

registration
8  Branch Level customer service committee
* Customer Care . . .
+ Standing Committee on customer service
« Branch . .
. ¢ Customer service committee on board
« Website
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Grievance redressal in Banking Sector
Snapshot of performance of Banking Ombudsman

Number Of Complaints FY 2011-12 FY 2012-13 FY 2013-14
Received during the year 72889 70541 76573
Brought Forward from previous year 4618 4642 5479
Handled during the year 77507 75183 82052 Total Ombudsman across
Disposed of during the year 72865 69704 78745 country : 15
Rate of disposal 94% 93% 96%
Carried forward to the next year 4642 5479 3307
Population wise complaints  Category wise complaints Nature of complaints
7.40%
J » 8.50% ‘ 26.60%
m Unfair practices by bank = Card Related
m Urban = Rural m Individual = Group/Corporate Pension related = Loans/ Advances

The rate of disposal of cases by the banking Ombudsman has been around 95 % and the complaints from

individual customers have been relatively higher
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Grievance redressal in Telecom Sector
Regulatory Framework

» The grievance redressal mechanism in the telecommunications sector is
regulated by the Telecom Consumers Complaint Redressal Regulations, 2012
and as amended thereof issued by Telecom Regulatory Authority of India
(TRAI) for speedy, effective and inexpensive redressal of consumer
grievances.

» Regulations applicable to all service providers in the county providing basic
telephone services, unified access services, cellular mobile telephone services
and internet services

Exemption from Telecom

Consumers Complaint

Redressal Regulations, 2012

« ISP’s having annual
revenue < Rs 5 Crore

* Number of subscribers<
10,000

The service provider has to

Two Tier Framework establish an Advisory
Committee in each of the
E service areas to render advice
N Customer Care Centre on the appeals filed before the
Appellate Authority.
Advisory to
Appellate Authority consumers
established by the service <
provider
Review of functioning of CGRF and Ombudsman Strictly private and confidential 8 April 2016

PwC 40



6 Review of Grievance Redressal Mechanism in other
sectors in India 