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Executive Summary 

Background 

The objective of the power sector reforms in Haryana was to create an enabling environment to attract 

adequate investment, promote competition and ensure consumer participation in the sector. To achieve 

these objectives, the ‘Haryana Electricity Reform Act, 1997’ was enacted. This Act provided for the 

constitution of an Electricity Regulatory Commission, restructuring of the electricity sector and the creation 

of avenues for consumer participation with a view to aid the regulatory and reform process.  

Given that the reform process was initiated a decade ago, an evaluation of the status of 

consumer participation in the regulatory and reform process is due. This involves ascertaining the 

extent to which consumers are aware of their rights and responsibilities, the role of the regulatory agency 

and platforms for interacting with stakeholders; and the linkages between regulatory decisions pertaining to 

tariff setting etc and improvement in quality and reliability of service.  These are the determinants which 

shape constructive participation of consumers towards ensuring sustainable enhancement of consumer 

welfare.  

 

Objectives and Methodology 

An evaluation was carried out through a consumer survey with the explicit objective of reviewing the status 

of consumer satisfaction, awareness levels and overall quality of service relative to accepted standards, and 

thereby identifying inadequacies/barriers to effective participation by consumers/CSOs in the regulatory 

process in Haryana. 

A stratified multi-stage sampling approach was adopted for the survey, with the following factors taken into 

account in stratification to make the sample representative of the consumption mix: geographical spread; 

relative literacy rates; and rural urban divide. Separate surveys were conducted for (a) domestic, 

commercial and agricultural consumers taken as a whole; and (b) industrial consumers, given the 

differences in their awareness, nature and magnitude of demand for and consumption of electricity etc.  The 

first part of the survey targeted 1000 consumers by actually surveying 1134 respondents or equivalently 

around 140 consumers per district. The second part of the survey targeted 28-29 respondents per district 

with consumers from both LT and HT categories represented.  

 

Key findings of the Survey 

Analysis of the results of the survey for domestic, commercial and agricultural consumers reveals the 

following deficiencies in electricity regulation and related supply of electricity which need to be alleviated 

urgently:  

• A lack of consumer awareness and information regarding most relevant issues including existence of 

regulatory institutions and processes, related responsibilities of consumers; tariff issues and structures; 

procedures/means for complaint redressal; implications of inefficient and excessive use of energy in 

agriculture; incidence of power failures etc.  

• A lack of effort made by the regulator and distribution companies to disseminate information relating to 

the above through modern means of communication such as websites and village level administration 

headed by the Sarpanch.  

• Unreliable supply marked by frequent and long periods of load shedding, as well as sub-optimal quality 

of power supply  
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• Flouting of procedures in regard to complaint redressal including non-issuance  of complaint registration 

numbers and excessive time taken for actual remedial action 

• Inadequacies in regard to meter testing, comprehensibility of bills and the time taken to attend to billing 

and metering related complaints  

• Lack of transparency in procedures for providing new connections and high associated charges 

A few aspects were revealed to be satisfactory: functioning of meters, regularity of billing; and awareness of 

consumers in sectors other than agriculture about energy efficient equipments as well as its manifestation 

through active use.  

The survey of industrial consumers yielded similar findings. However, it is seen that industrial consumers 

are characterised by greater, though not adequate level of awareness (regarding existence of regulatory 

institutions and processes as well as available facilities) and satisfaction as compared to domestic and 

agricultural consumers. In addition, there is greater satisfaction with meter testing procedures among the 

former set which also predominantly uses electronic meters that are technologically more sophisticated. On 

tariff issues, a majority of industrial consumers perceived tariffs payable as high and felt that open access 

can help consumers in sourcing the electricity from low cost plants.  

 

Consumer Satisfaction Index (CSI) 

A consumer empowerment index has been constructed for domestic, agricultural and commercial 

consumers. The estimation of this index involves separate evaluation of consumer awareness 

and satisfaction indices. For industrial consumers, among which large ones are usually 

characterised by adequate awareness, only a consumer satisfaction index with a slightly 

different composition from the one constructed for the first set of consumers, has been 

constructed. These indices reiterate the findings from the mentioned analysis of data. These are 

characterised by variation across districts though not across the jurisdictions of the two electricity 

distribution companies in Haryana.  

 

Implementation of Roadmap for Social Accountability 

Given the inadequacies in consumer participation, satisfaction and awareness revealed by the survey, the 

study has sketched out a roadmap for social accountability and consumer involvement in Haryana1. It is 

estimated that a period of three and a half years would be required to implement this roadmap. 

The following are the envisaged phases in the roadmap, stated in the sequence in which they 

would occur:  

• Phase I -- Use of consumer survey to identify problem areas in the power sector 

(Implementation Timeframe: 6 months): In this phase, the results of the consumer survey 

would be supplemented by a follow up set of interviews with the regulator and focus group 

discussions to flesh out problem areas in detail. These would then be brought to the attention of 

local consumer organisations and CSOs to stimulate awareness and interest so that one of these 

comes forward to become local champions of the consumer interest. Alternatively, if local consumer 

organisations with potential for evolving into local champions do not exist, then individuals with 

interest in representing consumers in regard to regulatory issues pertaining to the electricity sector 

can be encouraged through coordination mechanisms to come together and form a consumer body, 

                                                           
1 In addition to the road map there are hosts of measures that have been proposed in this report and in the 

concept paper developed prior to this report, that will enable HERC to improve the participation of 

consumers in the regulatory decision making process. 
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which can then evolve into a local champion. The processes, staffing and delegation of authority at 

various levels of the relevant discom and CGRF (Consumer Grievance Redressal Forum) should also 

be studied in this phase to bring out key deficiencies in the existing systems and processes.  

• Phase II-- Creation of capacity of local champions (Implementation timeframe: 1year) to 

undertake audits of regulation and governance on the basis of direct indicators of quality of service; 

analyse audits and make recommendations on the basis of that analysis; and participate in 

consultations and forums that involve interactions with the regulator and utilities so as to voice 

consumer demands effectively 

•  Phase III -- Active engagement of local champions through a process of handholding 

during one complete feedback cycle: (Implementation time frame: 2 years) This would 

involve a consumer survey focussing on the problem areas highlighted by the study; analysis of 

survey findings for formulation of recommendations; and voicing of these recommendations. 

• Unaided functioning of local champions in conducting subsequent feedback cycles with each cycle 

drawing on the findings/issues highlighted in the previous one  

 

Final Expected Outcomes 

Once the recommendations emerging from the survey and roadmap for social accountability are 

implemented, this would lead to enhanced consumer welfare as consumer preferences and convenience 

would be incorporated to a greater extent in the regulatory process and, therefore, the functioning of 

utilities. Consumers are expected to be better off through improved service delivery and a better functioning 

mechanism for complaint redressal characterised by accurate and timely registration as well as subsequent 

redressal. The implementation of the road map for social accountability, by facilitating an enduring 

partnership of consumers with regulators and utilities, would ensure that a mechanism for continuous 

improvement would get built into the system with each period characterised by higher consumer satisfaction 

than the previous one.  



MERCADOS EMI - CUTS 

Strictly Confidential                                             8 

 

     

 

 

 

 

 

Section I 

Objectives and Methodology 

 



MERCADOS EMI - CUTS 

Strictly Confidential                                             9 

1. OBJECTIVES AND METHODOLOGY 

 

1.1. HISTORICAL PERSPECTIVE: POWER SECTOR REFORMS 

IN HARYANA 

Haryana is the second state in India after Orissa to undertake power sector reforms. The objectives of the 

power sector reform were to restore reliability of the power industry and to create an enabling environment 

to attract private investment, promote competition and to ensure active consumer participation in the power 

sector. In order to achieve the objectives of the reforms, the State Assembly enacted, “The Haryana 

Electricity Reform Act, 1997”. The Act provided for the constitution of an Electricity Regulatory Commission, 

restructuring of the electricity sector, and the creation of avenues for consumer participation. The Act also 

provided for other measures conducive to the development and management of the electricity industry in an 

efficient, economical and competitive manner and for matters connected therewith or incidental thereto. 

To overcome bottlenecks, the State Government restructured the Board – the responsibility for generation 

was transferred to Haryana Power Generation Corporation Limited (HPGCL) while that for transmission and 

distribution was assumed by the Haryana Vidyut Prasaran Nigam Limited (HVPNL). Later on, distribution 

became the responsibility of Uttar Haryana Bijli Vitran Nigam Limited (UHBVNL) and Dakshin Haryana Bijli 

Vitran Nigam Limited (DHBVNL) with separate jurisdictions for each while transmission remained the 

responsibility of HVPNL2.  

To summarise, the goal of power sector reforms in Haryana was to enhance the financial viability of the 

power industry and create an environment which would attract investments needed to meet the growing 

power demand as well as promote competition, efficiency and economy in the supply of power.  

Given that the reform process has been completed a decade ago, it is the right time to evaluate 

the state of consumer participation in the reform and regulatory process in Haryana. How far has 

the regulator been successful in achieving the objectives of transparency and encouragement of 

consumer participation? Is consumer interest taken into consideration while arriving at 

important policy decisions? Are consumers satisfied with the existing complaint redressal 

mechanism? These are some of the important issues analysed in greater detail in Section 3 & 4 of this 

report. 

 

1.2. CONSUMER PARTICIPATION IN THE POWER SECTOR 

REFORMS IN HARYANA 

1.2.1. Importance of consumer participation 

Electricity regulation is a complex task, involving a range of technical issues.  Participation in the regulatory 

process by stakeholders,  especially consumers, facilitates accountability of regulatory authorities, ensures 

that regulatory decisions are well informed and perceived as fair and legitimate, and provides the “checks 

and balances” required for ensuring that regulators do not stray from their mandate of protection of 

consumer rights.   

                                                           
2 http://web1.hry.nic.in/aghry/commercial/comm2k1/Chapter_2A.pdf 
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The first step in any strategy for engaging consumers is to ensure that they are aware of their rights and 

obligations, the role of the regulatory agency and the platforms for interacting with the agency, and are 

adequately informed about the state of the electricity sector and the demand facing it.  If consumers do not 

understand how regulatory decisions, including tariff setting, contribute to improvement of quality and 

reliability of services supplied, regulatory decisions may attract unjustified criticism or opposition. Such 

awareness/understanding would also enable consumers to contribute constructively towards shaping 

decisions that enhance consumer welfare in a sustainable manner.  

 

1.2.2. Consumer Participation – Current Status and Consumer 

Satisfaction Survey 

The Electricity Act 2003 requires Electricity Regulatory Commissions (ERCs) to invite consumers to 

participate in the decision making process. Various provisions in the Haryana Electricity Reform Act 1997 

require the HERC to safeguard the interests of electricity consumers while promoting competition in the 

industry. For example, Section 11 1(f) states that the Regulatory Commission should “promote 

competitiveness and progressively involve the participation of private sector, while ensuring a fair deal to 

the customers”. Further, it also requires the Commission to ensure consumer safety and good quality of 

service in the sector. 

Since inception, HERC has taken several steps to ensure more transparency and consumer participation in 

the decision making process. Section 20 of Conduct of Business Regulation (CBR) issued by HERC specifies 

that “The Commission’s proceedings shall be open to the public…”. There are other provisions which require 

adequate consumer participation so that the regulatory process becomes more transparent, accountable and 

participatory. It has been widely accepted that the interests of users cannot be protected unless their 

participation in the policy and regulatory process is effective. Therefore, involving consumers in the decision 

making process is a prerequisite for consumer protection.  

Given that consumer participation in the regulatory process is necessary, it is important to monitor and 

evaluate the initiatives taken by the Commission to ensure active involvement of the consumers in the 

decision making process. Thus, a consumer satisfaction survey (Refer to Section 3) was undertaken to 

review the progress in ensuring effective consumer participation in the regulatory reform process in 

Haryana. The objective of the survey was to review the state of consumer satisfaction and overall quality of 

service standards and identify various barriers to effective participation by consumers/CSOs in the 

regulatory process in Haryana.  

 

The survey revealed certain challenges/limitations which affect the quality of participation. A few key 

challenges identified were: 

• Lack of capacity of consumers: This is reflected by the inadequate number of submissions (on 

behalf of consumers) in the tariff related proceedings and public hearings. Electricity is quite a 

complex subject and it is important to build the capacity of consumers to comprehend the subject 

and participate effectively in the process. This remains a challenge as effective steps have not yet 

been undertaken by the Commission in this direction.  

• Language barrier: Hindi is the local dialect in Haryana; however, the documents available on the 

website of the Commission are in English and thus of limited use to consumers in making 

interventions. 

• Ineffective institutions: The Commission has established grievance redressal forums and 

electricity ombudsman. However, no information is available about the functioning and effectiveness 

of these forums. There is a need for the Commission to regularly monitor the effectiveness of these 

institutions in order to improve the quality of service. 
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Based on the analysis of survey results, appropriate indicators for measuring consumer satisfaction have 

been developed and a road map for stimulating social accountability and consumer involvement has been 

prepared for adoption by the HERC (Section 5 in the report).  

 

1.3 OBJECTIVES OF THE SURVEY 

The survey was conducted with the following key objectives:  

• Assess the scope and role of HERC in promoting consumer participation in the regulatory decision 

making process 

• Review the status of consumer satisfaction in Haryana  

• Assess the level of consumer awareness through a structured survey 

• Recommend measures to promote adequate public participation in the sector 

To asses the level of consumer satisfaction and awareness, data was collected for the following ten 

attributes of consumer empowerment. 

1. Awareness: Awareness about the regulatory process as characterised by knowledge of consumers 

about HERC as a body, the consultation process, key regulations for consumer protection, HERC 

initiatives for consumer participation and effectiveness in addressing consumer issues etc. 

2. Quality of Service: Adequacy of supply (average hours/day), voltage fluctuations, variations in the 

grid frequency 

3. Connection Related: Release of  new connections/re-connections 

4. Effective Communication: Communication channels developed by the distribution licensees 

examined and evaluated on the basis of facilities provided/actions taken such as provision of prior 

information to consumers about systemic/planned breakdowns, repairs etc. 

5. Complaint Redressal Mechanism: Awareness about the functioning of Redressal Forums and 

Ombudsman, consumer perceptions about the registration and redressal of complaints, nature of 

complaints, time taken in redressing the complaint and reasons for not making complaints 

6. Metering: Working of meters, accuracy in metering, meter testing, frequency of meter reader 

visits, perceived need for agriculture metering etc. 

7. Billing and Payment Options: Billing accuracy, language and format, time available to consumers 

to make payments; timeline for correction of bills, convenience in making payments, alternatives 

modes of payment, provision of payment receipts etc.  

8. Tariff Related Issues: Awareness about the tariff structure and increasing tariff slabs, views on 

fair pricing and existing subsidies etc. 

9. Consumer Participation: Awareness about the participation process, its importance/relevance, 

reasons for inadequate consumer participation, and suggestions for promotion of effective consumer 

participation and dissemination of regulatory information 

10. Energy Efficiency: Awareness and use of energy efficient equipment 
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1.4 SAMPLING METHODOLOGY 

A stratified Multi-Stage Sampling Approach was applied in designing sampling methodology to make it 

representative of the state’s consumption mix. The following factors were taken into account in stratifying 

the sample: 

o Geographical spread with  areas  falling under both the distribution companies in Haryana 
included separately  in the sample 

o Relative literacy rates of districts 

o Rural and urban divide 

o Consumer mix in each of the selected areas 

o Variations within the district i.e. at the block level  

o Level of metering in the agricultural sector  

 

The detailed methodology on the selection of districts as well as sample units is given in Annexure I. 

 

1.4.1 Sampling details of domestic, commercial and agricultural consumers  

As per the sampling methodology, the proposal was to target ~1000 respondents from the two distribution 

companies-DHBVN and UHBVN. However, additional 10-12% consumers were surveyed to minimise the 

sampling error and account for non-responsive interviews. Accordingly, data was collected from 1134 

respondents through structured interviews based on the questionnaires developed. A break up of 

respondents is given in Table 1. The detailed survey methodology explaining the identification of districts, 

selection of sub-samples of suitable size from each district and execution of the survey is provided in 

Annexure I. 

 

Table 1: Number of respondents targeted in the area of operation of both the distribution 

licensees 

Area UHBVN UHBVN State 
 

 Category Urban Rural Sub total Urban Rural Sub total Urban Rural Total 

Domestic 143 

(32) 

306 

(68) 

449 

(100) 

133 

(30) 

312 

(70) 

445 

(100) 

276 

(31) 

618 

(69) 

894 

(100) 

Agricultural 0 

(0) 

72 

(100) 

72 

(100) 

5 

(8) 

54 

(92) 

59 

(100) 

5 

(4) 

126 

(96) 

131 

(100) 

Commercial 48 

(98) 

1 

(2) 

49 

(100) 

59 

(98) 

1 

(2) 

60 

(100) 

107 

(98) 

2 

(2) 

109 

(100) 

Sub total 191 

(34) 

379 

(66) 

570 

(100) 

197 

(35) 

367 

(65) 

564 

(100) 

388 

(34) 

746 

(66) 

1134 

(100) 

Note: The figures given in the brackets represent percentage shares in the total  

As per the survey methodology, ~140 consumers were targeted at the district level (each district) 

comprising household/residential, agricultural and commercial categories. While collecting data, women 

respondents were also encouraged to ensure gender balance in the sample. On the whole, ~20% 

respondents were targeted from the female population.  

A break up of respondents according to the education level is given in Figure 1. 
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Figure 1: Education level of  respondents ( percentages)
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As depicted by Figure 1, the sample is a good mix of respondents endowed with differing levels of education.  

The rural-urban divide, an important factor in determining the quality of service at the consumer end, has 

been given due attention in stratifying the sample. Given that the rural population constitutes about 68-69% 

of the state population, about 66% (mainly household and agricultural categories) of the sample are drawn 

from the rural areas of each district. Within rural areas, un-metered consumers, especially in the agriculture 

sector, have been sampled, as indicated below in Table 2.  

 

Table 2: Representation of un-metered consumers in the sample 

Category Total respondents 

(No.) 

Un-metered 

(No.) 

Percentage share 

(%) 

Domestic 894 11 1% 

Agricultural 131 68 52% 

Commercial 109 0 0% 

Total 1134 79 7% 

 

Out of a total of 1134 respondents, 7% consist of un-metered consumers, mostly agricultural. This is 

roughly half the number of agricultural respondents and is representative of the actual composition of the 

consumer base in the agricultural sector.   

 

1.4.2 Sample details: Industrial Consumers 

Table 3: Consumer Category Wise Break Up in Each of the Select Districts    

Company District LT Category 
(Nos.) 

HT Category 
(Nos.) 

Total (Nos.)  
 

Sonipat 18 10 28 

Yamuna 

Nagar 

19 10 29 

UHBVN 

Karnal 13 15 28 
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Company District LT Category 
(Nos.) 

HT Category 
(Nos.) 

Total (Nos.)  
 

Jhajjar 18 10 28  

Sub total 68 45 113 

Hisar 21 8 29 

Fatehabad 21 7 28 

Gurgaon 13 16 29 

Mewat 7 21 28 

DHBVN 

Sub total 62 52 114 

 Grand Total 130 97 227 

 

As shown in the Table above, 28-29 respondents were targeted in each district with consumers from both LT 

and HT categories included to make the sample representative of the relative incidence of these categories 

at the state level. Further, the education levels of respondents were also recorded. About 93% of 

respondents had education levels of ‘high school or above’ while about 50% were highly qualified with 

advanced degrees or diplomas.  
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2. KEY FINDINGS FROM DOMESTIC, AGRICULTURAL 

AND COMMERCIAL CONSUMERS’ SURVEY 

 

2.1 DATA ANALYSIS AND INTERPRETATION 

 

A. METERING AND BILLING 

Metering and billing are important attributes or parameters of consumer satisfaction. The survey reveals 

that consumers are not satisfied with redressal of meter related complaints, especially in regard to the 

process followed by distribution companies. 

HERC has issued Standards of Performance (SoP) to be adopted by the discoms related to metering and 

billing service; however, the same has not been implemented completely, and the monitoring systems 

remain weak. The compliance issues on part of discoms need to be dealt by HERC more strongly. In case of 

non-compliance, appropriate penalties should be imposed on the distribution company3.   

Box 1 summarizes the key findings related to metering and billing functions. 

  

 

 

 

 

 

 

 

 

 

 

 

 

Of the sampled metered consumers, 66% have electronic meters and rest have electro-mechanical meters. 

Majority of the consumers (71%) are either totally satisfied or adequately satisfied with the functioning of 

electronic meters installed at their premises. Consumer category wise break up of perceptions on 

functioning of meters is given in Figure 2. 

                                                           

3
 A step in this regard has already been initiated wherein as part of the MYT draft regulations; HERC has 

indexed the compliance of SOPs by the discoms with the return on equity allowed to the discoms. In case of 

sustained non-compliance, the return on equity to be allowed to companies would be scaled down.  

 

Box 1: Key Findings on Metering & Billing Issues 

• Respondents have no major concern with the functioning of meters. However, majority of 

consumers are not satisfied with meter related services such as meter-testing procedures, time 

taken to rectify meter related complaints etc. 

• Low satisfaction over metering services, including the unacceptably high time taken to resolve 

meter related complaints, also reveals non-implementation of Standard of Performance (SoP) 

Regulations issued by the HERC. SoP provides for services standards to be adopted by discoms 

in serving consumers. 

• Most of the consumers receive electricity bills on a regular basis. The frequency of faulty bills 

was also reported to be very low. However, consumers are not satisfied with the time taken in 

redressing bill related complaints 

• A majority of respondents are not able to understand the electricity bill completely. Only 8% of 

all respondents (1134) stated that they could understand the bill completely.  
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Figure 2: Perceptions about meter functioning (percentages 

choosing listed options )
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The proportion of respondents totally dissatisfied or partially satisfied with meter functioning varies from 

19% (agriculture) to 35% (commercial) across consumer categories.  A majority of metered agricultural 

consumers (52%) are satisfied with the functioning of meters, which is probably due to lower tariff for the 

agricultural sector resulting in low billed amounts.  

Most consumers are satisfied with the regularity and frequency of meter reading. About 95% consumers 

reported that meters were read on a regular basis.   

However, consumers expressed concern over the redressal of meter-related complaints, especially the time 

taken. Figure 3 illustrates that meter related complaints are not resolved within the timeframe (see Figure 

3) of 1 week stipulated in HERC’s SoP Regulations for 59% of the respondents; and in the case of  20% of 

respondents, no action is being taken. 

 

Figure 3: Time taken to rectify meter-related complaints 

(corresponding to mentioned  percentages of consumers) 

46%

13%

17%

5%

20%

More than a month

Between one month  and a week

Between one week and one day

One day

No action was taken

    

Approximately 71% of the consumers were not satisfied with the meter testing procedure followed by 

utilities. 

In the context of billing, consumers did not express any serious concerns over its regularity and accuracy. 

About 98% of respondents reported that they have been receiving bills regularly and about 64% revealed 

that they have never received a faulty bill (Figure 4). The corresponding percentage for agricultural 

consumers was 76%. The relatively favourable perception in agriculture can be attributed to a low level of 

awareness and education of consumers which limits their ability to identify anomalies in the utility bills.    
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Figure 4: Frequency of faulty bills (by percentages of 

consumers)
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Similarly, in the case of metering, consumers are not satisfied with the redressal of bill related complaints 

because of the long time taken in resolving complaints and inadequate response to complaints. As per the 

SoP Regulations of HERC, bill related complaints should be resolved within seven days. However, in most 

cases (more than 50%) the time taken is much higher, even more than one month. A break up of time 

taken in resolving bill related complaints by different consumer categories in given in Figure 5. 

Figure 5: Time taken in resoving bill related complaint(by 

percentages of consumers)
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40%
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In the commercial category, no action was taken in ~23% cases to address billing related 

complaints (Figure 5). One important reason for bill related disputes, among others, is the 

complex format of electricity bills, including absence of details provided in the vernacular 

language. Thus, most consumers are not able to understand the bill completely and correctly. Overall, only 

about 7% of respondents confirmed that they could understand the electricity bills completely. Cross 

tabulation reveals that education level is a major determining factor of the ability of consumers to 

understand and interpret the bill correctly (Figure 6).  
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Figure 6: Consumers who can understand the bill details reasonablly well
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Among the uneducated respondents, only 13% are able to understand the bill reasonably well. 

As the level of education increases the mentioned percentage also increases, reaching 49% for 

those with education of ‘high school or above’ and a significantly higher level of 66% for highly 

qualified respondents (Figure 6).  

Overall, a majority of consumers did not observe any significant improvement in metering and billing 

procedures over the last three years. Given the concerns raised by consumers, there is an urgent need to 

improve the overall redressal system related to metering and billing issues.  
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B. QUALITY OF POWER SUPPLY 

Quality of service is one of the most important attributes of consumer satisfaction. As part of the license 

conditions, and HERC regulations, distribution licensees are required to not only provide reliable but also 

good quality power supply (in terms of voltage, frequency etc). Absence of good quality and reliable supply 

results in low consumer satisfaction as well as a huge financial burden on consumers through damages to 

electrical equipment.  

Box 2 presents key findings related to the quality of power supply emerging from the survey.  

 

 

According to respondents, quality of supply is poor. A majority of consumers have concerns about the 

frequency and duration of load shedding (Figure 7 provides the consumer category-wise overview).  

Figure 7: Perceptions about Load Shedding Durations(by 

percentages of consumers) 
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About 68% of consumers and 86% of agricultural consumers faced load shedding for more than 10 hours.  

Box 2: Key Findings on Quality of Service Issues 

• Consumers are not satisfied with the reliability and quality of electricity supply. Inadequate supply, 

high voltage fluctuations etc. are their major concerns.  

• Because of voltage levels not falling in the desired range, about 44% respondents have experienced 

either damage or burning of electrical equipments. This concern was more dominant in the case of 

agricultural consumers (59%) in comparison to other consumers.    

• Most consumers (98%) reported that they do not get prior information on power shutdowns. Majority 

stated that it would be convenient if they are provided prior information about power shutdowns 

through television, SMS, village Sarpanch (Head), advertisement in local newspapers (Figure 9), etc.  

• About 56% of the consumers feel that the QOS (Quality of Service) has further deteriorated over the 

last three years.  

• The above observations imply that steps need to be initiated to proactively respond to the concerns 

raised by consumers. In addition, information about all such initiatives and efforts must be shared 

with consumers to ensure that the overall process is participative, acceptable and leads to desired 

outcomes.  
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Commercial consumers also face power break-downs for 5-10 hours in a day. A district wise break up in this 

regard reveals wide variations across various districts (Figure 8). Variation in the responses of domestic and 

commercial consumer may need further examination (through analysis of past patterns of load shedding on 

sample feeders (mixed) and focussed discussions with the utilities staff), as these consumers in general are 

served through mixed feeders and hence any load shedding may impact these consumers equally.  

Figure 8: Load shedding for more than 10 hours/day: 

Percentage incidence
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The percentage of consumers facing load shedding of more than 10 hours per day varies from 47% to 77%.  

In addition to the above, consumers are not satisfied with the voltage of power supply. Only 21% 

consumers reportedly get reliable quality of voltage on a regular basis while others remain completely or 

partially satisfied only. Poor voltage results in damages to equipment, with ~44% consumers experiencing 

such damages. Table 4 highlights the respective percentages for various consumer categories.  

Table 4: Percentage of Consumers Experiencing Damage (including burning) to electrical 

equipments  

Factor Category Percentage 
 

Commercial 27% 

Domestic 43% 
 
Consumer Category 

Agricultural 59% 

Urban 31% 
Locality (rural/urban) 

Rural 50% 

DHBVN 37% 
Company 

UHBVN 50% 

Hisar 30% 

Fatehabad 37% 

Gurgaon 37% 

Yamuna Nagar 45% 

Mewat 45% 

Jhajjar 45% 

District 

Sonipat 49% 
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Factor Category Percentage 
 

 Karnal 60% 

Total All Consumers 44% 

  

As is evident from Table 4, proportion of agricultural consumers experiencing equipment damage was higher 

than that in domestic and commercial categories. Similarly, in UHBVN area, the percentage incidence was 

13 percentage points higher than in the DHBVN area.  

Further, there are variations in equipment damage rates across various districts. For example, the reported 

percentage in Karnal district is twice that of Hisar. Thus, there is an urgent need to enhance attention paid 

to this serious issue so that losses on account of such damage are minimised.   

Consumers also should be given prior information about scheduled power outages so that they can make 

alternative arrangements. This is currently not the case as about 98% consumers have reported that they 

are never informed about power shutdowns.  

Figure 9: Modes for provision of prior information about power 

cuts and corresponding percentage support from consumers
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Various means recommended for providing prior information about load shedding include newspapers, radio 

SMS, communications by electricity departments etc (Figure 9). About 42% consumers have suggested that 

notices in this regard should be published in the newspapers. Some consumers have also suggested that 

such information can be provided in rural areas through the Sarpanch (Head of Village).  

On the whole, consumers are not satisfied with the quality of service available to them: 56% of consumers 

perceived deterioration in the quality of service over the last three years (2007-08 to 2009-10).  
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C. AWARENESS ON REFORMS & REGULATION 

Under the new regulatory regime, consumers are invited to participate in the regulatory decision-making 

process. Effective representation of consumers, which is crucial for the system to deliver better outcomes, is 

dependent on adequate awareness of reforms and regulatory processes. Box 3 summarizes the key findings 

related to consumer awareness on reforms and regulations.  

 

Most consumers are not aware of the existence of regulatory institutions and the process: only 2% are 

aware of the constitution of the Haryana Electricity Regulatory Commission (HERC) while awareness of 

HERC’s key activities is even lower. One major reason for such low awareness is evidently the paucity of 

concrete steps undertaken by HERC in this regard4.  

While the internet is a popular and useful source of information according to respondents, most of the 

respondents (99.7%) were not aware of the websites of HERC and distribution utilities and none have 

visited these to submit comments on the draft regulations, consultation papers circulated by the HERC.  

On the whole, most consumers are dissatisfied with the information available on consumer related issues. 

They have made a few suggestions regarding means for wider dissemination of consumer related 

information, as listed in Table 5. 

Table 5: Suggestions for wider dissemination of consumer information     

Suggested means Percentage of consumers (%) 

Organise workshops/seminars   50% 

Use mass media (TV, Radio, etc)    44% 

Circulate handouts/small booklets 33% 

Street plays                      18% 

Info through village Sarpanch (Village 

Head)                

3% 

 

                                                           
4 As per available information, no training programme or awareness campaign has been organized to 

educate local CSOs as well as consumers on electricity reforms issues. In addition, limited efforts have been 

made to reach out to consumers in various districts through public hearings.  

Box 3: Key Findings on Awareness on Reforms & Regulations 

• Consumer awareness on reforms and regulatory issues is extremely low. Only 2% of consumers are 

aware of the constitution of HERC and hardly anyone is aware of its functions and regulations.  

• ~0.5% consumers are aware of the websites of distribution companies or the HERC. None has visited 

the website(s) of HERC/companies.  

• The respondents are not satisfied with the information made available by the discoms and the HERC 

on consumer issues. They have suggested the use of seminars, mass media, handouts etc to create 

awareness among consumers. 

• On the positive side of reforms, it was reported that most consumers (about 90%) are aware of 

energy efficiency issues. Interestingly, 95% of them have already started using energy efficient 

equipments such as CFL lights, fans, coolers etc. to save energy.   
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50% consumers suggested that seminars/workshops should be organsied. Other popular suggestions 

include use of mass-media (44%) and circulation of handouts (33%). Interestingly, about 3% (mostly rural) 

consumers suggested that awareness should be generated through the village Sarpanch.  HERC can 

organise training or awareness generation programmes at the district or block level for Sarpanches to 

provide them information on consumer related issues. Sarpanches can then engage in information 

dissemination in the villages falling under their respective jurisdictions.    

Awareness on Energy efficiency: About 89% consumers are aware of energy efficiency issues, of which 

48% named the source of information as “Radio/TV’ (Figure 10). Moreover, 95% of the aware consumers 

have started using energy efficient equipment.   

Figure 10: Sources of information about energy efficiency--  

use in terms of percentages of respondents 
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The reasons for non-use by the passive 5% are listed below (Table 6).   

Table 6: Reasons for not using energy efficient equipment  

Stated reason  All Consumers Domestic Agricultural Commercial 

High one time cost of 

equipment 71% 73% 60% 50% 

Quality of product is not good 20% 16% 40% 50% 

No financial support available 6% 7% 0% 0% 

Not aware of purchase source 4% 5% 0% 0% 

 

The most cited reason is the high one time cost of energy efficient equipment (71% of consumers), with 

‘inadequate quality of product’ a distant second (20%) and ‘lack of awareness of purchase source’ the least 

cited reason, though still significant at 4%. Consumers are not satisfied with the information available to 

them regarding energy efficiency issues, and the means suggested for sharing such information include 

seminars, use of mass media, circulation of handouts etc. HERC may immediately consider initiating some 

concrete steps in this regard to generate more awareness among consumers.  
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D. COMPLAINT REDRESSAL MECHANISM 

One of the key objectives of power sector reforms is to improve the complaint redressal mechanism so that 

consumers are able to get easy and timely redressal of their grievances. Electricity Act 2003 also stresses 

on this important issue. Apart from establishment of Complaint Redressal Forums (CRF), it also provides for 

the constitution of Electricity Ombudsman to hear consumer appeals filed against orders of complaint 

redressal forums.  

Box 4 summarizes the key findings related to complaint redressal mechanism in Haryana.  

 

The most important impediment is the poor awareness of consumers regarding the constitution and 

functioning of Redressal Forums and the Ombudsman in Haryana. Only 1.6% consumers are aware of the 

CRF while awareness about the Ombudsman is even lower at ~1%.  

Most consumers reported that they had used traditional methods for registration of complaints. About 72% 

made personal visits to the local offices of the distribution companies. Other common methods included 

registers made available in the village by utilities and phone calls to distribution centres (Figure 11). 

Figure 11: Methods used to register complaints (%) 
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On the other hand, only ~2% call toll free to register complaints and an even smaller 0.1% use e-mail in 

this regard, indicating a clear need for enhancing education and awareness about the availability of these 

modern means of complaint registration and associated benefits.  

Box 4: Key Findings on Complaint Redressal Mechanism 

• Overall the status of complaint redressal process is not satisfactory. Most consumers are unaware of 

the complaint redressal process. About 98% consumers are not even aware of Complaint Redressal 

Forums (CRF) constituted under the Electricity Act 2003. Similarly, they are not aware of the 

functioning of Ombudsman.  

• In addition to the above, 99% consumers have stated that they were never asked by HERC or 

utilities to make suggestions on complaint redressal mechanisms.  

• About 88% of consumers who have ever made a complaint have reported that they were never given 

complaint reference numbers by the distribution company. The complaint reporting system also 

needs to be improved. Consumer complaints are not registered properly.  
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The HERC regulations require the distribution companies to provide complaint reference numbers to 

complaining consumers. However, in practice, the regulation is not being followed. About 88 percent of 

consumers who had filed complaints stated that they were given complaint reference numbers by 

distribution companies. Further, about 38% stated that in most cases the utility staff was not available to 

register complaints.  

Consumers have a very important role in making the complaint redressal system more transparent and 

accountable. Their views should be incorporated in final regulatory decisions through the consultation 

process. However, most consumers (99.6%) stated that they were never invited by HERC or distribution 

companies to make suggestions on any issue.  

The overall consumer satisfaction with the complaint redressal process is low. The utilities as well as HERC 

need to be proactive in involving consumers in the formulation and implementation of regulations in this 

regard.  
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E. TARIFF AND OTHER RELATED ISSUES 

Tariff payable is also an important attribute of consumer satisfaction. While high rates lead to energy usage 

falling short of minimum required energy consumption, these should be high enough to cover the cost of 

supply adequately and thus ensure sustainability of supply. If required, government should subsidise 

deserving consumers but in a transparent and accountable manner so as to avoid misuse of energy/funds.  

Box 5 summarizes the key findings related to tariff and associated issues.  

 

The awareness regarding tariff issues is not satisfactory. This is a serious concern as consumers not aware 

of tariff structure as well as cost of supply issues may not use electricity efficiently and therefore, in general. 

will always believe that tariffs are high.  

A majority of consumers surveyed felt that tariffs charged are high. Break up of consumer perceptions on 

tariffs payable is given in Figure 12. About 33% domestic and 17% agricultural consumers believe that the 

tariff payable is too high. At the same time, about 66% of the agricultural consumers are of the view that 

tariff payable by them is “just fair”.  

Figure 12: Consumer perceptions regarding tariffs payable: 
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Box 5: Key Findings on Tariff and Other Related Issues 

• Majority of consumers (55%) believe that they are paying high tariffs for electricity. Agriculture 

is an anomaly in this regard as about 66% of agricultural consumers have stated that the tariff 

they are paying is ‘just fair’. Perception of tariffs as ‘just fair’ when these are actually ‘very low’ 

or in many cases even ‘nil’ shows that overall awareness regarding tariff related issues is low.    

• Consumer awareness regarding the tariff structure is also very low. Approximately 87% of the 

domestic consumers are not aware of the increasing tariff slab which is applicable to them.  

• About 54% consumers who have applied for new connection during the last three years (2007-

08 to 2009-10) are not satisfied with the procedures for getting new connection. Non-

transparent process and high charges for providing new connections are major concerns raised. 

by these consumers. 
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Only about 13% of domestic consumers are aware of the increasing tariff slabs applicable to electricity 

consumption by them. Consumers need to be made more aware about tariff structures and tariff issues, 

which indirectly results in several benefits including better and more efficient use of electricity.  

Consumers have also raised concerns about the procedure laid down for new connections. A majority is not 

adequately satisfied with procedures laid down for applying for new connection. A break up consumer 

perceptions on satisfaction over the procedures for applying for a new connection is given in Table 7. 

Table 7: Consumer satisfaction over procedure for new connection 

 Category Not at all Partially satisfied Satisfied Highly satisfied 

Domestic 30% 24% 21% 24% 

Agricultural 50% 8% 33% 8% 

Commercial 45% 0% 55% 0% 

Overall 34% 20% 26% 20% 
 

As shown in Table 6, a majority of consumers are not satisfied (or partially satisfied) with the procedure 

adopted by distribution companies in releasing new connections. However, agricultural consumers have 

raised more concerns than domestic and commercial categories. Consumers were also requested to provide 

reasons for low satisfaction over connection issues. A summary is given in Figure 13. 

 

Figure 13: Reasons for low satisfaction in getting new connection (by 

percentages of consumers)
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Overall, non-transparency in releasing new connections is a major concern raised by consumers; however, 

there are variations in responses received from various consumer categories. For example, for commercial 

category, high connection charge is the biggest concern while for domestic consumers ‘non transparency’ is 

the biggest concern. At the same time “unfriendly behaviour” on part of utility staff is not a concern at all for 

commercial categories while it is an important concern for domestic and agricultural consumers. 

Therefore, the procedures laid down for new connections need to be examined to understand whether it 

they can be further simplified. Alternatively, efforts should be made to communicate the process of 

obtaining new connection clearly, to all consumer categories. In addition, HERC should also consider 

reviewing the connection charges if there is some scope for rationalisation of these charges. 
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F. ISSUES IN SUPPLY TO AGRICULTURAL SECTOR 

The agricultural sector has played an important role in the overall economic development of the state 

economy. Because of its significant contribution to GDP and employment generation, the sector was given a 

high priority in regard to allocation of adequate power supply. Thus, the electricity supply to this sector has 

been highly subsidised. Consequently, the electricity consumption of the agricultural sector has increased 

drastically. Currently, about 40% of total electricity supplied is being consumed by the agricultural sector. 

However, the revenue generated through tariffs on the agricultural sector was only 6% in 2007-08. The 

Government of Haryana provides subsidy to distribution companies to bridge the revenue gap.  

Box 6 summarizes the key findings related to agricultural consumers.  

 

Electricity subsidy is an important policy issue. However, agricultural consumers should be made aware that 

the tariff paid by them is just a fraction of total cost of supply. Such awareness is lacking: about 31% 

(Figure 12) consumers have stated that the tariff payable in agriculture is high (‘too high’ or ‘slightly high’). 

Further, only about 50% are aware that the tariff fixed for the agricultural sector is inadequate to recover 

the cost of supply. Hence, there is an urgent need to generate more awareness among consumers about 

tariff and cost of supply related issues. 

About 34% consumers are aware of energy efficiency pump sets. More importantly, about 84% of aware 

consumers are using energy efficient pump sets for irrigation uses. About 41% consumers are not aware of 

the threats posed by excessive use of groundwater to the environment. However, about 60% un-metered 

consumers have stated that they would prefer metered supply if some relief is given in the electricity tariff.   

Box 6: Key Findings on Issues in supply to agricultural Sector 

• Agricultural consumers are not adequately aware of tariff and subsidy issues. About half of the 

consumers are not aware of the fact that the current agricultural tariff is inadequate for covering the 

cost of supplying power. 

• The awareness about the excessive use of ground water is also not satisfactory. About 41% of the 

consumers are still unaware of the threats posed by excessive use of groundwater to the 

environment.  

• On the positive side, about 60% of un-metered consumers stated that they would like to opt for 

metered supply if some relief is given in the electricity tariff. Metered supply can help in reducing 

electricity consumption by the agricultural sector.  

• There is also a need for concrete steps to promote energy efficiency in the irrigation system. About 

64% of agricultural consumers are still unaware of the availability of energy efficient pump-sets in 

the market. HERC as well as the distribution companies should take some steps to generate 

awareness among consumers in this regard. It was observed that about 81% of aware consumers 

were using energy efficient pump-sets for irrigation. 
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2.2 SUMMARY OF KEY FINDINGS 

A review of the above findings reveals the following gaps towards higher level of consumer participation and 

satisfaction with the quality and reliability of service in Haryana:  

• Lack of consumer awareness and information regarding most relevant issues including existence of 

regulatory institutions and processes and related responsibilities of consumers; tariff issues and 

structures; procedures/means for complaint redressal; the implications of inefficient and excessive use 

of energy in agriculture; the incidence of power failures etc.  

• Lack of effort made by the regulator and distribution companies  to disseminate information relating to 

the above through modern means of communication, their own websites and village level administration  

• Inadequacies in quantity, marked by frequent and long periods of load shedding, as well as quality of 

power supply  

• Non compliance with procedures in regard to complaint redressal including non issue of complaint 

registration numbers and excessive time taken for actual remedial action 

• Inadequacies in regard to meter testing, comprehensibility of bills and the time taken to attend to billing 

and metering related complaints  

• Lack of transparency in procedures for providing new connections and high associated charges 

  

A few aspects were revealed to be satisfactory that include: functioning of meters; regularity of billing; and 

awareness of consumers in sectors other than agriculture about energy efficient equipments as well as its 

manifestation through active use.  
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Section III 

INDUSTRIAL SURVEY: FINDINGS 
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3. FINDINGS FROM SURVEY OF INDUSTRIAL 

CONSUMERS  

This section presents key findings from the survey of industrial consumers. Generally, it is perceived that 

industrial consumers are equipped with more resources and reliable information than domestic and 

agricultural consumers. Therefore, in addition to mentioned findings, a comparison of the perceptions of 

industrial consumers with other consumer categories has also been made. 

 

3.1 SURVEY FINDING AND COMPARATIVE ANALYSIS 

A. METERING & BILLING 

Metering and billing, especially accuracy in regard to these, are important determinants of consumer 

satisfaction. Given that in a number of industries, energy cost constitutes a significant portion of the total 

cost of production, metering and billing issues are indeed very important. Moreover, unlike agricultural 

consumers, industrial consumers are fully metered.  About 82% consumers have purchased their own 

energy-meters. 

Industrial consumers have been provided meters based on recent technology- electronic or smart meters. A 

majority of consumers (57%) are using smart meters with 43% using electronic meters. Mechanical meters 

are being used by less than 1% of industrial consumers.  

None of the respondents are using remote meters, which constitute the latest metering technology. 

Moreover, only about 5% consumers are aware of remote metering techniques.  

Figure 14: Types of meters installed
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In regard to accuracy of metering, majority of the consumers (70%) are satisfied with the functioning of 

energy meters and only a limited number (14 out of 227 respondents or 6% of the industrial sample) have 

requested for meter testing. Of the total number of respondents, ~86% consumers are satisfied with the 

testing procedure followed by the distribution company. 

About 9% respondents have made a meter related complaint. The average time taken in resolving a 

complaint is much higher than the limit specified in HERC’s SOP regulations. However, 67% of complaints 
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were resolved within this time limit, implying that the high average has been caused by extreme outliers. 

About 5% of respondents have reported that ‘no action was taken’ in response to their complaints. 

There are no major concerns related to billing issues except redressal of billing related complaints. About 

97% of consumers have been receiving the electricity bill regularly while a majority (67%) have never 

received faulty bills.  Consumer perceptions on the frequency of faulty billing are given in Table 8.  

 Table 8: Consumer Perceptions on Frequency of faulty billing: Percentage Support for Listed 

Options   

Category LT HT Total 

 

Always 0.0% 1.0% 0.4% 

Mostly 4.6% 2.1% 3.5% 

Occasionally 30.8% 37.1% 33.5% 

Never 64.6% 59.8% 62.6% 

 

While 34% respondents have made a billing related complaint, ~55% among these were not adequately 

satisfied with the redressal of billing related complaints. Among others, an important reason for 

dissatisfaction over such redressal was the long time taken in resolving complaints (Table 9). 

Table 9: Time taken in resolving billing related complaints: Percentage incidence among 

consumers of provided options 

Consumer response Percentage 
 

LT HT 

More than a month 23% 28% 18% 

Between 1 week to 1 month 9% 10% 8% 

Between 1 day to 1 week 31% 25% 37% 

Within 1 day 33% 32% 34% 

No Action  taken 4% 5% 3% 

  

Table 9 indicates that 4% of complaints did not lead to any action, thereby pointing the need to ensure 

effective monitoring.   

In regard to payment of electricity dues, most consumers are presently paying in cash at the counter and 

70% of these want to continue with the same method. However, 23% consumers perceive ‘E-transfer” as 

most suitable method in this regard.   

The observations on metering and billing issues reveal that like other consumers, industrial consumers have 

no concerns about the regularity of billing or faulty billing. At the same time both categories (industrial and 

others) have raised concerns over the time taken in resolving metering as well as billing related complaints. 

However, in comparison to other consumers, industrial consumers are more satisfied with meter-testing 

procedures.  

The overall perception of industrial consumers on metering and billing issues is more positive than other 

consumers.  
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B. QUALITY OF SERVICE 

Quality of service in the power sector is an important determinant of consumer satisfaction. In regard to the 

industrial sector, poor quality of service adversely affects its output and imposes huge cost on the industrial 

consumer due to damage caused to electrical equipment.  Overall, industrial consumers are not satisfied 

with the quality of service provided by distribution companies. The average load shedding per day was 

unacceptably high. Consumer experiences about load shedding are captured in Figure 15.  

Figure 15: Consumer perceptions about load shedding: 

Percentages Choosing Various Options 
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On the whole, HT consumers have been facing load shedding of longer duration – 66% HT consumers as 

opposed to 51% LT consumers have been experiencing load shedding of more than 6 hours per day. Such 

load shedding, which adversely affects output and growth of the industrial sector, takes place in the form of 

several power interruptions per day (Figure 16).  

Figure 16:  No of Interrruptions Per Day Faced by HT  and LT Consumers 

(By percentages of consumers)
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 The figure shows that a majority of consumers are experiencing 3 to 6 

interruptions per day, which is extremely high and affects productivity acutely. The share of LT consumers 

(65%) facing 3 to 6 interruptions per day was higher than that of HT consumers (56%). However, the 

percentage of consumers facing 6 to 10 interruptions was higher in the HT category - 37% in comparison to 
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25% in case of LT consumers. This is expected as the HT consumers (having dedicated feeders) provide 

higher revenue to the discoms and any interruption in HT consumers supply is likely to have a greater affect 

on the discoms.  

Similarly, poor voltage is also a major concern for consumers. Only 44% consumers have reported to have 

received supply with adequate voltage on regular basis. Approximately 30% and 25% have reported 

‘frequent’ and ‘occasional’ fluctuations respectively.  About 50% of the respondents have reported damages 

caused to electrical equipment by poor quality of voltage and frequent power interruptions,  

Another important issue for the industrial sector is the back up arrangements made by consumers to 

address the problem of load shedding. Arrangement may be required on a seasonal or daily basis. To make 

an alternative arrangement to the grid supply, consumers need prior information about breakdowns. 

However, adequate efforts are not made by the utility to inform consumers about power shutdowns. About 

95% consumers have reported not getting prior information about load shedding. Moreover, most 

consumers who were provided information about load shedding were not fully satisfied with the procedure 

followed by the distribution companies in that regard. About 86% consumers have suggested that they 

should be informed by SMS while 11% have suggested newspapers. Use of email and providing information 

through Industrial Associations were other mediums suggested.  

About 95% of consumers have stated that frequent load shedding is an important barrier adversely affecting 

the output and growth of industry. Most consumers (91%) have been making alternative arrangements for 

electricity supply. Own generators, captive power plants, outside purchase etc are various means used by 

consumers. About 97% of the consumers making such alternative arrangements use generators while 2% 

depend on captive power plants. 

The percentage share of alternative sources in total energy received varied across consumers - 20% of 

consumers reported purchasing more than 50% of their consumption from alternative sources while 38% of 

consumers met 30-50% of their total demand from such arrangements. However, the share (of 

expenditure) on power from these alternative sources was much higher than corresponding consumption 

shares because of the higher per unit cost associated with these sources.  For example, about 55% 

consumers have reported expenditure shares exceeding 50%.  

To summarise, high dependence on costly alternative sources reduces the competitiveness of industry and 

therefore needs to be countered through an increase in the quality and quantity of electricity supply.    
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C. AWARENESS ON REFORMS AND REGULATION 

Consumer awareness about rights, responsibilities, privileges and processes is an important pre-condition 

for consumers to play an effective role in the regulatory decision-making process. Such awareness seems to 

be higher among industrial consumers as opposed to domestic and agricultural consumers (see Figure 17), 

Figure 17: Awareness on HERC Regulations/functions 
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As shown in Figure 17, awareness about key functions and regulations of HERC is not very satisfactory: only 

14% of respondents are aware of functions of HERC though the percentage of aware respondents is higher 

in the DHBVN jurisdiction as compared to the UHVBN jurisdiction. Similarly, awareness about key 

regulations such as standards of performance, complaints redressal mechanism etc. was rather poor at 6% 

for both jurisdictions.  

Such poor awareness  implies that direct participation by consumers in the decision making process is poor: 

out of a total of 227 respondents from industry (refer to page 5), only 3 have ever made submissions to 

HERC during public hearings or as special cases However, none out of these 3 were fully satisfied with the 

final decision issued by HERC.  

Though use of information technology is becoming increasingly popular in India, most consumers in this 

sector (97%) are not visiting the websites of HERC and distribution companies for this purpose. On the 

whole, consumers are not satisfied with the information available on consumer issues. One important reason 

for low satisfaction is lack of focused programmes/campaigns by HERC/distribution companies to generate 

awareness among consumers through seminars, circulation of handouts etc.   

To summarise, in comparison to other consumer categories, industrial consumers are more aware of 

reforms and regulatory issues. However, their awareness and use of available means of information is still 

not satisfactory indicating significant scope for improvement.  
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D. COMPLAINT REDRESSAL MECHANISM 

HERC has specified key regulations and guidelines to ensure easy and timely redressal of consumer 

grievances. Standards of Performance (SoP) regulations require utilities to address consumers’ complaints 

within a reasonable timeframe. However, most consumers are not satisfied with the existing complaint 

redressal procedure and institutional setups of distribution companies. About 99% industrial consumers 

have suggested constituting a dedicated cell for timely redressal of complaints.  

Proper registration of complaints is a very important factor determining overall redressal of complaints. 

Consumers should be provided access through various means such as phone, SMS, email, web login etc. to 

register complaints. Till date, most consumers are using traditional methods, as revealed by the break up of 

modes used in Table 10.  

Table 10: Modes Used for the Registration of Complaint 

Mode of 
complaints  

Total 
 

LT HT 

Call to distribution 

circle 

57% 54% 61% 

Personal visit 40% 42% 37% 

By post 1% 1% 2% 

Toll Free No 1% 2% 0% 

Never Complained 1% 2%  0% 

 

About 97% of consumers register complaints through traditional methods such as phone or personal visits, 

the latter being more popular among LT consumers than HT consumers. 1% of consumers even send their 

complaints by post. Thus, there is an urgent need to popularise modern and efficient means such as SMS, e-

mail, calling toll free etc. Some of the good practices adopted in other states are highlighted in the concept 

paper5. 

Further, evidence from the survey indicates that due procedure is not being followed while receiving 

complaints: only 28% consumers receive reference numbers for complaints made to distribution companies, 

though there are distinct differences across jurisdictions of the two companies (Figure 18): 32% receive 

numbers in DHBVN’s jurisdiction as opposed to 22% in the UHBVN jurisdiction.  

                                                           
5
 Concept Paper on Consumers Aspects, prepared by CUTS International and Mercados EMI for HERC, 2010 
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Figure 18: Consumers Receiving Complaints No 
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On the issue of availability of staff, a majority of consumers (81%) reported that staff was available to 

register their complaints whenever they made phone calls or personal visits to the office of the distribution 

company. As per regulations issued by HERC, consumers can approach Complaint Redressal Forums (CRF) if 

not satisfied with decisions of the complaint handling desk of a distribution company. However, this facility 

has been very rarely availed by consumers because of lack of awareness about existence of these 

institutions.  

The survey results show that in comparison to other consumer categories, industrial consumers are 

characterised by a lower level of concern about the complaint redressal mechanism though these too are not 

fully satisfied with the system.  
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E. TARIFF, OPEN ACCESS ETC. 

Expenditure on electricity is one of the major cost components for the industrial sector, especially small 

scale units. Thus high tariffs affect competitiveness. On the other hand, sustainability of power supply is 

possible only when tariffs cover all costs relating to power supply.   

Industrial category has been traditionally generating surplus revenue as tariffs charged have exceeded cost 

of supply –for instance in FY 2006-07, industry contributed 47% of the revenue of distribution companies 

while accounting for only 27% of energy consumption. The implied excess of revenue over costs has been 

used to subsidise the agriculture sector and small households (consuming below 300 kWh/month).  

Given the presence of cross subsidy in the tariff structure, it is both interesting and important to record 

perceptions of industrial consumers about these (see Figure 19).  

Figure 19: Consumer Perceptions about Tariff Level  

-- Percentages choosing provided options  
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As shown in Figure 19, a majority of consumers (53%) perceive tariffs payable to be high (either too high or 

slightly high). Within industrial category, the LT segment is more concerned about the higher level of tariffs. 

A majority of HT consumers (53%), unlike LT consumers, perceive electricity tariff as ‘just fair’. All surveyed 

industrial consumers except one perceive high tariff to be a major barrier to the growth of the sector.  

Open access is also crucial for industry. The Electricity Act 2003 allows consumers to purchase power from 

any source available to them. For this purpose, consumers can use the existing transmission and distribution 

(T&D) network installed within and outside the state. In this regard, HERC has also specified key enabling 

regulations such that consumers can avail of open access on request. Various charges payable including 

wheeling charge, cross-subsidy charge etc. have been specified in the regulations. However, low awareness 

about regulations, unwillingness on part of incumbent utilities, inadequacy of the T&D network, and non-

availability of surplus power are major concerns affecting viability of open access in the state.  

Overall, about 71% consumers believe that open access can help consumers in reducing energy costs. 

However, HT consumers perceive open access to be associated with greater potential benefits as compared 

to LT consumers (Figure 20): 79% HT consumers acknowledge the benefits of open access in reducing cost 

of production as compared to 65% LT consumers. The difference in numbers can be attributed to the 

greater scope for the HT segment to import power. 
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Figure 20: Consumers stating open access as beneficial 
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Despite perceived benefits, none of the consumers have applied for open access so far. As Table 11 reveals, 

when asked to rank major barriers to open access from 1 to 5 (1 being the most serious barrier), the 

percentage of consumers opting for “lack of clarity in regulations” as the most serious barrier was the 

highest (46%) followed by those opting for “high cross subsidy” (31%).   Seminars or workshops may be 

organised for consumers to explain the modalities, and underlying processes and procedures in applying for 

‘open access’ and then utilising this facility in a beneficial  manner.     

 

Table 11: Ranking of major barriers to open access 

Barrier \ Rank 1 2 3 4 5 %age of 
consumers 

raising the concern 

Inadequate 

regulations 

46% 26% 13% 6% 0.4% 91% 

Too high cross-

subsidy and other 

surcharges 

31% 6% 4% 3% 0% 44% 

Unwillingness on part 

of distribution 

company 

14% 17% 22% 7% 0% 60% 

Poor T&D 

infrastructure 

8% 24% 11% 23% 0.4% 66% 

Others 

(Lack of awareness 

etc.) 

1% 0.4% 0% 0% 1% 2% 
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F. ISSUES IN ENERGY EFFICIENCY AND DEMAND SIDE MANAGEMENT 

Energy efficiency has been an area of focus in power sector reforms all over the world. In the Indian 

context, it is even more important because of two reasons: first, most of the energy available in India 

comes from fossil fuel sources with adverse implications for the environment; second, in the short run it 

seems that scarcity of power is bound to continue and can be minimised through stress on energy efficiency, 

one of the key components of demand side management (DSM). About 56% of surveyed consumers have 

accepted that reasonable potential exists for them to reduce electricity consumption through energy 

efficiency. A potential for energy savings of 30 percent or above was perceived by 36% of respondents from 

the HT segment and 20% from the LT segment (Figure 21). The proportions perceiving a scope for energy 

savings of 10% or above were much higher – 70 percent for HT and 46 percent for LT.  

    

Figure 21: Perceptions on potential for reducing energy consumption 
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Consumer awareness and promptness to adopt energy efficient measures are key determinants of success 

in implementation of energy efficient programmes. Bureau of Energy Efficiency (BEE), Government of India 

has taken certain initiatives in this regard. For example, under the  ‘Star ratings and labelling of product’ 

programme, electrical equipment (motor, refrigerators, AC etc.) manufacturers are required to declare the 

star rating of their equipments as per norms specified by BEE. The current status of awareness on these key 

issues is given in Figure 22. 

Figure 22: Consumer awareness and proactiveness on energy 
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Figure 22 shows that HT consumers are both more proactive as well as aware regarding energy efficiency 

issues about half of the HT consumers are aware of star rating in comparison to 31% of LT consumers and 

similarly, 62% in the HT category have taken steps for enhanced efficiency in power consumption in 

comparison to 50% in the LT category.  

There are about 102 consumers who have not taken any measures for enhancing energy efficiency. 59% of 

these consumers, when asked to rank various reasons for the inability to take any step (from 1 to 4, 1 being 

the most serious reason and so on), listed ‘lack of awareness about technology’ as the most important 

reason whereas 71% listed it as one of the concerns. In comparison, the percentage of these consumers 

raising ‘lack of funding’ and ‘lack of incentive from utility/government’ as concerns resulting in inactivity 

regarding adoption of energy efficient measure was 57% and 29% respectively. (Refer Table 12). 

Table 12: Perceptions on the reasons for not adopting energy efficiency measure: Percentage 

Support expressed through ranks  

Barrier \           Rank   

 

1 2 3 4 No of consumers 

raising the concern* 

Not aware of the technology 59% 8% 1% 3% 72 (71%) 

Lack of funding/one time 

investment 25% 26% 4% 0% 57 (56%) 

No incentive from utility/govt 8% 10% 7% 3% 29 (28%) 

No major Requirement 0% 0% 0% 0% 0  (0%) 

* Out of 102 respondents who have not taken any energy efficiency measure 

However, appreciating the importance of the issue, about 99% consumers have emphasised that there is an 

urgent need to exploit the energy saving potential in the industrial sector. For this purposes various types of 

effort such as organising training seminars, publishing literature etc. need to be initiated. Consumer 

perceptions regarding the relative effectiveness/desirability of these means (expressed in terms of ranks 

from 1 to 4, with 1 being the most preferred) are provided in Table 13. . 

Table 13: Suggested Measures to Exploit the Energy Saving Potential in the Sector: Percentage 

Support from Consumers  

Barrier \           Rank   

 

1 2 3 4 5 6 No of consumers 

suggesting actions 

Organising training seminar 33% 29% 11% 7% 7% 0% 197 (87%) 

Providing cheap loans 8% 14% 11% 8% 11% 0% 118 (52%) 

Publishing literature 17% 6% 7% 7% 6% 1% 101 (44%) 

Focused capacity building 

initiatives 4% 7% 17% 6% 6% 0% 92 (41%) 

Green energy certificate 

etc. 1% 2% 2% 1% 1% 14% 51 (22%) 

Advertisement TV Radio 14% 3% 1% 1% 1% 0% 45 (20%) 

All percentage figures are out of total industrial consumers (227) 

Organizing training seminars is the most preferred measure with 87% of respondents suggesting this 

initiative. The next most popular measure was provision of cheap loans – 52% suggested this initiative 

though only 8% perceived it to be the most preferred initiative. ‘Publication of literature’ also received 

significant support as the most preferred initiative (17%).  
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3.2 SUMMARY OF KEY FINDINGS 

Survey findings show that industrial consumers are characterised by greater, though not adequate, 

awareness (regarding regulatory institutions and processes as well as available facilities) and satisfaction 

than domestic and agricultural consumers. The main reason for low satisfaction is ineffective implementation 

and monitoring of the standards of performance. Required steps should be taken to ensure effective 

compliance with service standards and regular monitoring of these parameters. 

In general, there is satisfaction with meter functioning and the regularity and accuracy of billing though, like 

other consumer categories, Industrial consumers are not satisfied with the time taken for resolving metering 

and billing related complaints. In comparison to other consumer categories, there is greater satisfaction with 

meter-testing procedures. Most consumers have also been provided technologically sophisticated smart or 

electronic meters.  

Industrial consumers too have raised some concerns about quality of service, one of the manifestations of 

which is poor voltage resulting in damage to electrical equipment. Moreover, like other categories, even 

industrial consumers do not have prior information about power shutdowns.       

In comparison with other consumers, industrial consumers have fewer concerns about the complaint 

redressal mechanism though they too are not fully satisfied with the system. Accordingly, about 99% 

consumers have suggested constituting a dedicated cell for easy and timely redressal of complaints. 

On tariff issues, a majority of industrial consumers perceived tariffs payable as high and almost all perceived 

such excessiveness is adversely impacting competitiveness. About 71% consumers felt that unbarred open 

access can help consumers in reducing the cost of energy, the HT category being significantly more 

emphatic in this regard. Despite such support for open access, the survey revealed that none of the 

consumers have applied for open access. Inadequate regulations, high cross-subsidy surcharges, and 

unwillingness on part of distribution companies are the key barriers to open access according to consumer 

perceptions.  

There was considerable awareness about energy efficiency issues and mechanisms, and enhancement of 

energy efficiency was widely perceived as an important demand side management (DSM) tool. A majority of 

consumers have taken pro-active steps in this regard. They have also suggested organisation of training 

seminars, provision of cheap loans, circulation of handouts etc. as ways in which energy savings and hence 

energy efficiency can be boosted.  
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4. DEVELOPMENT OF CONSUMER EMPOWERMENT AND 

SATISFACTION INDICES  

 

4.1 METHODOLOGY  

 

4.1.1 Methodology for Domestic, Agricultural and Commercial consumers 

Given that consumer empowerment is a function of both satisfaction and awareness, an index of consumer 

empowerment would constitute consumer satisfaction and awareness indices as components, each of which 

would be further made up of various sub-indices. The mentioned composition is captured broadly by Figure 

23 and in a more detailed manner by Table 14 which also provides the weighting scheme for calculation of 

indices and sub-indices.  

 

Figure 23: Components and Sub Components of Consumer Empowerment  

 

 

 

 

Table 14: Elements of indices, indicators and relevant questions (Domestic, agricultural and 

commercial consumers) 

Indices/Sub Indices Indicators  Weights Relevant 
Question* 
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Reform and 

Regulation (RR) 

Awareness about: 

a) regulatory body 

 

a) 0.33 

Section C 

b) Q1 

Consumer 

Empowerment 

(CE)  

Consumer 

Awareness (CA) 

Consumer 

Satisfaction (CS) 

Reform and 

Regulation 

Energy 

Efficiency 

Complaint 

redressal 

process 

Quality of 

Service 

Metering and 

billing 

Complaint 

redressal 

process 

Access to 

Information 

Active 

participation 
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Indices/Sub Indices Indicators  Weights Relevant 
Question* 

b) key regulations 

c) website of the commission/utility 

b) 0.33 

c) 0.33 

c) Q3 

d) Q5 

Complaint redressal 

process (CRP) 

Awareness about: 

a) constitution of redressal forum 

b) constitution of Ombudsman 

 

a) 0.5 

b) 0.5 

Section D 

a) Q6 

b) Q9 

Energy Efficiency  

(EE) 

Awareness : 

a) about possible use of energy 

efficient solutions 

b) translating into use of energy 

efficient equipment 

 

a) 0.5 

b) 0.5 

Section C 

a) 10 

b) 12 

Active participation 

(AP) 

Awareness about: 

a) key activities by HERC/utility 

b) need for consumer participation 

c) decision making process  

d) opportunities for making comments 

on proposals 

 

a) 0.25 

b) 0.25 

c) 0.25 

d) 0.25 

Secion C/D 

a) Q2 (C) 

b) Q4 (C) 

c) Q10 (D) 

d) Q7 (C) 

Quality of service 

(QOS) 

(Reliability, voltage 

etc.) 

 

a) adequate availability 

b) acceptable voltage 

c) improvement over  time 

d) overall perception 

 

a) 0.25 

b) 0.25 

c) 0.25 

d) 0.25 

Section B 

a) Q1 

b) Q2 

c) Q7 

d) Q8 

Complaint redressal 

process (CRP) 

 

a) availability of staff 

b) proper registration/reference no 

c) time taken for rectification 

d) overall consumer perception 

 

a) 0.25 

b) 0.25 

c) 0.25 

d) 0.25 

Section D 

a) Q2 

b) Q3 

c) Q4 

d) Q12 

C
o
n
s
u
m
e
r
 S
a
ti
s
fa
c
ti
o
n
 (
C
S
)
 

Metering and billing 

MAB) 

Satisfaction over: 

a) functioning of electricity meter 

b) regularity in recording readings 

c) improvement over time 

d) regularity/timeliness in receiving 

bills 

e) adequate information on billing 

f) frequency of faulty bills 

g) improvement over last three years 

h) overall consumer perception 

 

a) 0.125 

b) 0.125 

c) 0.125 

d) 0.125 

 

e) 0.125 

f) 0.125 

g) 0.125 

Section A 

a) Q3 

b) Q4 

c) Q9 

d) Q10 

 

e) Q11 

f) Q12 

g) Q18 
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Indices/Sub Indices Indicators  Weights Relevant 
Question* 

h) 0.125 h) Q19   

Access to 

Information (ATI) 

Satisfaction over: 

a) availability of adequate info. 

b) prior notice regarding load 

shedding 

c) information about tariff structure 

d) overall perception 

 

a) 0.25 

b) 0.25 

c) 0.25 

d) 0.25 

Secion B/C/E 

a) Q8 (C) 

b) Q4 (B) 

c) Q3 (E) 

d) Q14 (C) 

* Annexure II provides the questionnaire used for the survey 

 

Where 

CE=CA*0.50+CS*0.50 

CA =RR*0.25+CRP*0.25+EE*0.25+AP*0.25  

CS=QOS*0.25+CRP*0.25+MAB*0.25+ATI*0.25 

 

Calculation of Indices 

Index (score) = ∑(QRi/QHi)*wi                                                                              …………(i) 

 

Where  

i = 1, 2, …N  are serial numbers for  questions 

QRi = Score recorded for response to the (ith) question 

QHi= Highest possible score for response to the ith question 

wi= Weight assigned to the question/indicator  

 

Box 1 illustrates the estimation of sub-indices by sketching out the calculation of the Complaint redressal 

Mechanism Index for given responses by a single respondent. Note that the sample value for any index/sub-

index is the average of values corresponding to individuals constituting the sample.   
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4.1.2 Methodology for Consumer Satisfaction Index (CSI) for Industrial 

Consumers 

The calculation of the consumer satisfaction index and relevant sub-indices, as depicted by the 

decomposition of consumer satisfaction into its various components in Figure 24, is also done for industrial 

consumers taken separately. In the case of industrial consumers, the existing regulatory environment, 

determined by tariff, open access etc., is a major determinant of overall satisfaction. Awareness is not 

expected to be characterised by major inadequacy in the case of large industrial consumers and hence not 

calculated separately.  

Figure 24: Components of Consumer Satisfaction (industrial consumers) 
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Box 1: Calculation of Complaint Redressal Mechanism Index  

 
 

1 2 3 4 5 6 7 

Q. 
No  

Questions as listed in 
Section B of the 
questionnaire 

Answer 
provided 

Code 
Value 

Highest 
possible 
Value 

Indicator 
Score 
(=4/5) 

Weight 
Assigned 

2. Is the utility staff generally 

available for registering 

your complaint? 

Mostly (2) 2 3 2/3 

 

0.25 

3 How often do you receive a 

“Complaint Number” at the 

time of registering your 

complaint? 

Never (0) 0 3 0/3 0.25 

4. How much time is taken to 

rectify your complaint 

generally? 

one day to 

one week 

(2) 

2 3 2/3 0.25 

12. Overall ranking of 

complaint redressal 

process (0-10) 

      4 4 10 4/10 0.25 

 

Thus, the value of the index calculated according to the formula given in equation (i) is  

(2/3)*0.25+ (0/3)*0.25+ (2/3)*0.25+ (4/10)*0.25     = 0.43 
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Table 15: Elements of indices, indicators and relevant questions (Industrial Consumers) 

Index Indicator Weights Relevant 

question 

Awareness  

a) functions of HERC 

b  key regulations 

c) participation 

d) website of the commission/utility 

e) energy Efficiency 

 

a) 0.20 

b) 0.20 

c) 0.20 

d) 0.20 

e) 0.20 

Section C 

a) Q1 

b) Q2 

c) Q3 

d) Q5 

e) Q1 (F) 

Quality of service 

(Reliability, voltage 

etc.) 

 

a) reliable availability 

b) acceptable voltage 

c) mo of interruptions/day  

d) improvement over time 

e) Overall perception 

 

a) 0.20 

b) 0.20 

c) 0.20 

d) 0.20 

e) 0.20 

Section B 

a) Q1 

b) Q2 

c) Q3 

d) Q13 

e) Q14 

Complaint redressal   

a) availability of staff 

b) proper registration/reference no 

c) time taken for rectification 

d) overall consumer perception 

 

a) 0.25 

b) 0.25 

c) 0.25 

d) 0.25 

Section D 

a) Q2 

b) Q3 

c) Q4 

d) Q8 

Metering and billing Satisfaction over: 

a) functioning of electricity meter 

b) trend over last three years 

c) regularity and timeliness in receiving bill 

d) frequency of faulty billing 

e) overall consumer perceptions 

 

a) 0.20 

b) 0.20 

c) 0.20 

d) 0.20 

e) 0.20 

Section A 

a) Q5 

b) Q10 

c) Q11 

d) Q12 

e) Q18 

Regulatory 

environment 

Satisfaction over: 

a) availability of adequate info. 

b) fair pricing (Electrify tariff) 

c) open access regulations 

 

a) 0.33 

b) 0.33 

c) 0.33 

 

a) Q7 (C) 

c) Q1 (E) 

d) Q7(i) (E) 

* Annexure II provides the questionnaire used for the survey 

 

 

4.1.3 Score and interpretation of results 

The calculated scores for each of the indices/sub-indices is provided in Table 16.   
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Table 16: Index score for Domestic, Agricultural and Commercial Categories  

Group Index Score 

Reform and Regulation (RR) 
0.01 

Complaint redressal process (CRP) 
0.01 

Energy Efficiency  (EE) 
0.87 

Active participation (AP) 
0.01 

Consumer Awareness (CA 

Consumer Awareness (CA) 0.23 

Quality of service (QOS) 
0.34 

Complaint redressal process (CRP) 
0.38 

Metering and billing (MAB) 
0.70 

Access to Information (ATI 
0.11 

Consumer Satisfaction (CS) 

Consumer Satisfaction (CS) 0.38 

Composite Consumer Empowerment Index (CCEI) 0.30 
 

As recorded in Table 16, the Composite Consumer Empowerment Index is 0.30. The consumer awareness 

index is estimated to be 0.23 only.  Among the awareness sub-indices, only the score for energy efficiency 

index is satisfactory at 0.87. The low values for other indices reflect the lack of any proactive support on 

part of HERC/utilities to generate awareness and point to the urgency for remedial measures.  

Similarly, among the satisfaction sub-indices, only the metering and billing index is satisfactory. However, 

this does not mean that consumers are not facing any problems in regard to metered related issues, poor 

redressal of metering and billing related complaints and unsatisfactory meter testing procedures being 

major consumer concerns. The score for the Access to Information (ATI) sub-index is indeed very poor at 

0.11: consumers are not satisfied with the efforts made by HERC as well as distribution companies to 

disseminate reliable information on key consumer issues. On the whole, there is a need for effective 

implementation and monitoring of Standards of Performance (SoP) to enhance the satisfaction level of 

consumers.  

Sub-indices by consumer category are listed in Table 17. In general, agricultural as well as commercial 

consumers seem to be more satisfied and empowered than domestic consumers.  In regard to metering and 

billing issues, as reflected in the previous chapters, agricultural consumers are more satisfied than domestic 

and commercial consumers, one important reason being the subsidy provided by the government for power 

consumption in agriculture.  

Table 17: Composite Index and Sub-indices for Domestic, agricultural and commercial consumers 

 Index Domestic Agricultural Commercial Overall 

 

Active participation  0.01 0.01 0.00 0.01 

Reform and Regulation 0.01 0.02 0.00 0.01 
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 Index Domestic Agricultural Commercial Overall 
 

Awareness on CRM  0.01 0.03 0.00 0.01 

Access to Information  0.11 0.13 0.15 0.11 

Quality of service  0.34 0.31 0.41 0.35 

Satisfaction over CRM  0.38 0.39 0.39 0.38 

Metering and billing   0.68 0.90 0.67 0.70 

Energy Efficiency   0.85 0.90 0.98 0.87 

Composite Score 0.30 0.34 0.33 0.30 

 

Table 18: Consumer Satisfaction Indices for Industrial Category 

Sub-Index Score 

 

Awareness on Reforms 0.16 

Regulatory Environment 0.29 

Quality of service 0.47 

Complaint Redressal Process 0.53 

Metering and Billing 0.76 

Composite Satisfaction Index 0.44 

 

On the whole, the estimates of the composite index reveal that there is enough scope for further 

improvement in consumer satisfaction. However, as discussed in the previous chapter, industrial consumers 

seem to be more satisfied than others (though not adequately so) because of higher awareness, greater 

satisfaction with the complaint redressal mechanism, and better organisation and coordination which helps 

in more effective leveraging of existing facilities. In general, sub-indices related to ‘awareness on reforms’ 

and ‘regulatory environment’ exhibit a lower value than other sub-indices.   

Table 19: Comparative analysis of scores across various sub-groups of consumers  

Sub-group Awareness 

on Reforms  

Regulatory 

Environment 

Quality of 

service  

Complaint 

Redressal  

Metering 

and 

Billing  

Composite 

Score 

UHBVN 0.16 0.48 0.50 0.75 0.29 0.44 

DHBVN 0.16 0.45 0.56 0.78 0.29 0.45 

LT Category 0.16 0.48 0.53 0.76 0.28 0.44 

HT Category 0.16 0.45 0.53 0.77 0.30 0.44 

Mewat 0.08 0.25 0.43 0.53 0.78 0.41 

Karnal 0.16 0.24 0.44 0.51 0.75 0.42 

Sonipat 0.15 0.33 0.45 0.46 0.74 0.43 

Yamuna Nagar 0.08 0.24 0.55 0.55 0.79 0.44 

Gurgaon 0.24 0.36 0.39 0.51 0.71 0.44 

Jhajjar 0.24 0.35 0.49 0.48 0.71 0.45 

Fatehabad 0.13 0.26 0.51 0.59 0.83 0.47 

Hisar 0.18 0.27 0.49 0.60 0.80 0.47 
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Sub-group Awareness 

on Reforms  

Regulatory 

Environment 

Quality of 

service  

Complaint 

Redressal  

Metering 

and 

Billing  

Composite 

Score 

Overall 0.16 0.29 0.47 0.53 0.76 0.44 

 

Comparison of composite scores across jurisdictions of distribution companies or across LT/HT categories 

reveals no major differences. However, some difference was observed across districts for example, the 

composite score for Mewat district was 0.41 as compared to 0.47 for Hisar district. Similar differences are 

observed in the case of individual sub-indices.  

 

4.2 SUMMARY OF RESULTS 

Overall, the index scores reiterate the findings of the last two sections.  

The composite scores again underline the finding that awareness among consumers is poor, pointing to the 

need for HERC and distribution companies to take suitable steps to generate awareness among consumers. 

Similarly, overall satisfaction regarding the quality of service and complaint redressal is low, even though 

HERC has passed regulations to ensure improved quality of service. This indicates the poor implementation 

by distribution companies and calls for the development of a mechanism, in consultation with consumer 

groups, for regular monitoring. 
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5. ROADMAP FOR SOCIAL ACCOUNTABILITY AND 

CONSUMER INVOLVEMENT  

 

5.1 SOCIAL ACCOUNTABILITY: DEFINITION, APPLICATIONS 

AND TOOLS 

‘Social Accountability’ can be defined as an approach towards ensuring accountability that relies on civic 

engagement i.e. in which ordinary citizens and citizen groups participate directly or indirectly in exacting 

accountability6. Social accountability approaches and tools have been used widely to monitor and enhance 

the quality of public service delivery.  

In this particular case of electricity supply in Haryana, social accountability would imply facilitation/fine 

tuning of conduct of regulatory and governance matters associated with the supply of power to consumer 

preferences through appropriate mechanisms for information dissemination to consumers and their 

representatives; interaction between consumers and their representatives on the one hand and regulators 

and utilities on the other; and the measurement of responsiveness to such feedback.   

The consumer survey conducted as a part of this study can be used as a basis for a social accountability 

roadmap for the future. The results of the survey clearly identify problem areas which need the attention of 

the regulator and the utilities. A summary of these problem areas is provided in Section 5.1.1. The 

identification of such problem areas points to the need for remedial action by the regulator 

The tabulation of consumer survey findings resembles a citizen’s report card on regulatory and governance 

issues. However, progress in these problem areas should be ascertained at regular intervals of time through 

consumer surveys and derived ‘consumer report cards’ so that HERC and utilities get feedback regarding 

adequacy of remedial actions.   

The successful activation of this action-feedback loop and its sustainability over time rests on certain 

conditions. Section 5.2 discusses how these conditions may be attained so that the regulatory and 

governance regime associated with power supply caters better to the interests and needs of consumers.  

Finally, Section 5.3 sets out a roadmap for social accountability and specifies key milestones as well as 

responsibilities for different actors on the basis of the discussion in the previous sections.  

 

5.1.1 Identification of Problem Areas: Focus of Future Surveys and 

Report Cards 

As mentioned, the problem areas identified by the consumer survey conducted in the present study would 

shape future surveys/reviews on the state of regulation and governance in regard to the power sector in 

Haryana and derived ‘consumer report cards’.  The formulation of questions in these surveys can be on the 

lines of those asked in the survey that has already been completed.  

                                                           
6 Malena et al 2004, ‘Social Accountability: An introduction to the concept and emerging practice’, Social 
Development Papers: Participation and Civic Engagement, World Bank: Washington D.C.  
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The following are the problem areas identified by the consumer survey in the present study and the implied 

needs for remedial action:  

1. Inadequate information impeding regulatory participation: Consumers need to be better 

informed about the regulator and its functions, their role in the regulatory process and how they can 

do justice to it to serve their own interests better. Such participation in the regulatory process can 

be effective only if consumers also have information on variables relating to the performance of the 

electricity sector such as tariffs and costs of production; and power demand and its geographical 

disaggregation; as well as environmental and energy issues linked to the power sector such as 

impact of electricity supply and associated tariffs on  ground water use, and impact of irrigation 
efficiency on power consumption as well as available means for enhancing such efficiency.  

 

2. Poor quality of power and its inadequate supply: The magnitude of power supply is 

inadequate, leading to prolonged power cuts. Consumers often lack information about such load 

shedding. Quality of power is poor with unacceptable voltage often causing damage to electrical 

equipment. There is a need for augmenting power supply, improving its quality and providing better 
and more easily available information on power cuts. 

 

3. Gaps in the complaint redressal process: The complaint redressal process is apparently faulty as 

most complaining consumers reportedly do not receive complaint numbers. Moreover, consumers 
are not aware of modern forms of complaint redressal..  

 

4. Metering and billing related issues: Consumers are not satisfied with meter testing and the time 

taken to attend to meter related complaints. Consumers also find it difficult to understand billing 
statements.  

 

Note that the identified problems can be classified into primary and secondary problems. Problems under 1, 

are primary in nature and their mitigation yields a pathway for solutions to others which can therefore be 

classified as secondary problems. Primary problems impede effective consumer participation in the 

regulatory and governance process. As these problems become less severe over time because of positive 

actions by regulators and utilities, effective lobbying by consumer groups and other interventions, 

consumers can voice their demands and opinions in a responsible manner to mitigate secondary problems.  

As mentioned, updates on the status of highlighted problems are needed from time to time so that 

information about improvements/deterioration flows to consumers, regulators and utilities. Such information 

promotes remedial stakeholder actions and interactions.   

In other words, consumer surveys are needed at regular intervals of time with each survey leading to a 

report card highlighting problem areas. Comparison of report cards across time helps stakeholders such as 

regulators and consumers discern improvements/deterioration and plan future action.  The objective is to 

effect sustained and sustainable enhancements in the contribution of the power sector to consumer well 

being. 

 

5.2 SUCCESSFUL ACTIVATION AND SUSTAINABILITY OF 

THE ACTION-FEEDBACK LOOP FOR POWER SECTOR 

REFORM: PRECONDITIONS 

The mentioned loop can be activated and sustained only if the information deficit (mentioned in Section 

5.1.1) is within certain limits. Moreover, the faster the reduction in information deficit, the faster will be the 
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improvements in quality of feedback from consumers and their representatives on the conduct of regulatory 

and governance issues and, therefore, improvements in such conduct.  

Information deficits can be reduced effectively if consumers are represented by local champions who lobby 

effectively with regulators and utilities. Large civil society organisations with support from national as well as 

international development partners can take on the task of creating such champions. Necessary capacity 

creation can be done through seminars and focused group discussions.  

The mentioned imperatives of local ownership and sustainability also dictate that the local champions 

acquire the capacity to undertake periodic audits of the state of regulation and governance and resulting 

supply outcomes in regard to the power sector. These champions should also be trained to tabulate and 

analyse the results emerging from these audits to arrive at recommendations for regulators and utilities. 

Finally, the local champions have to acquire the capacity to voice consumer demands/needs effectively at 

various consultations/forums. 

Such capacity creation would have to be accompanied by the creation of new forums for interaction between 

the regulator and consumers and their local champions if the existing ones are inadequate. Lobbying in this 

regard can be done by the local champions themselves and/or supporting organisations with an advisory 

role through training and technical support for the former.  

In order to build the capacity of key stakeholders including the mentioned local champions, HERC should 

consider implementing the following suggestions which are derived from the conducted study and survey: 

a) Awareness Generation: HERC and utilities should take concrete steps such as organising 

seminars, using mass media, circulating handouts etc. to generate more awareness among 

consumers so that consumers are aware of the regulatory body and its important functions. 

Electricity bills should be used to spread more information about redressal forums and ombudsman. 

b) Promotion of consumer participation: HERC should take help from CSOs and Panchayats (local 

government at the village level) in promoting consumer participation. Focused seminars/workshops 

should be organised to build the capacity of consumer groups.  

c) Use of vernacular: HERC as well as utilities should translate the key regulations and guidelines into 

the vernacular language for posting on websites so that consumers are motivated to make use of 

web based information. 

d) Compliance with SoP: HERC should immediately develop a mechanism for effective compliance 

with SoP. Among others, adequate focus should be given on monitoring of service standards using 

IT enabled tools. 

e) Easy redressal of complaints: The complaint redressal mechanism should be improved to ensure 

easy and timely redressal of complaints. Apart from traditional methods, modern means of 

registration of complaints such as SMS and email should also be popularised among consumers.   

f) Tariff related issues: From time to time, HERC as well as distribution companies should 

disseminate key information on tariffs and other charges payable though local newspapers. 

g) Promotion of energy efficiency: It has been observed that consumers are sensitive towards 

energy efficiency issues. More financial incentives should be given to consumers to encourage use of 

energy efficient technology.   

 

5.3 A ROADMAP FOR SOCIAL ACCOUNTABILITY 

The above discussion can be used to sketch out a roadmap for enhancing social accountability in the power 

sector in Haryana.  
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Phase 1 - Using the consumer survey to identify problem areas in the power sector 

This aspect has to a certain extent been covered as part of this assignment, which serves as a useful 

starting point to initiate certain measures (summarized in Table 19). However, further detailing may be 

desirable for certain aspects, as required, during the course of implementation of the programme for social 

accountability. A follow up set of interviews with the regulator and focus group discussions with 

stakeholders can yield further insights into highlighted problem areas. These problem areas need 

to be brought to the attention of the regulators and utilities so that corrective processes can be 

initiated. The same can be brought to the attention of local consumer organisations and CSOs so that 

interest and awareness regarding these issues is stimulated and one or more among these come forward to 

become local champions of the consumer interest.  

Such active dissemination in various districts, localities, RWAs, consumer groups etc should be taken up by 

HERC either directly or through a specialised consumer service body. Local agencies should be nurtured to 

carry forward the process of dissemination in their respective localities. A database of such local bodies must 

be created in this regard for effective liaison from time to time. 

Alongside, the relevant discom and CGRF processes, their staffing, delegation of authority at 

various levels should also be studied to bring out key deficiencies in the existing systems and 

processes.  

The overall implementation timeframe for this should be approximately 6 months.  

 

Phase 2 – Identification and creation of capacity of local champions to protect 

consumer interest in the power sector 

The capacity of an existing consumer organisation/CSO can be built in this regard, as mentioned above. 

Capacity building needs to be conducted for the following specific purposes:  

• Audits related to implementation of regulation, governance and variables relating to the 
actual supply of power - These in turn would necessitate the ability to design consumer surveys 
such as the one conducted in this study and administering these.  

• Analysis of audits and making recommendations: Capacity needs to be developed in tabulation 

and interpretation of audit results as well as their use to make recommendations. Such capacity 

building would necessitate training in the use of statistical methods and software, technical issues 
related to the power sector, tools of economic analysis etc.  

• Participation in consultations and forums that involve interaction with the regulator and utilities 
so as to voice consumer needs/demands effectively  

 

Implementation time frame for the capacity building stage should be approximately 1 year.   

Table 20: Role and responsibilities of Local champions 

Task Target group Role and 

responsibilities 

Expected 

outcomes 

Associated risk Handling the 

risk 

Participation 

in consultation 

process 

Consumer 

organisations, 

RWAs, 

industry 

associations 

Provision of  

inputs to HERC 

from a consumer 

perspective 

Transparent 

and 

accountable 

decision-

making 

Lack of active 

participation on 

behalf of local 

CSOs (Medium) 

Some leading 

consumer 

organisations 

may be engaged 

initially to 
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Task Target group Role and 

responsibilities 

Expected 

outcomes 

Associated risk Handling the 

risk 

etc. process 

Increased 

acceptability 

of decisions  

 provide technical 

support to local 

CSOs through 

training 

programmes, 

seminars etc. 

Active 

participation 

on behalf of 

consumers in 

Advisory 

Committee 

Consumer 

groups, CSOs, 

academia etc. 

To provide 

feedback on 

policy and 

regulatory 

issues  

Consumer 

interest is 

represented 

adequately in 

the decision 

making 

process 

Lack of 

organisations/CSOs 

having the 

required capacity 

and experience in 

dealing with 

electricity issues 

(High) 

Training 

programmes for 

capacity building 

on technical 

issues  

Consumer 

awareness 

and 

empowerment 

Consumer 

groups, 

common 

consumers 

To be aware of 

rights and 

responsibilities 

in regard to the 

electricity sector 

Enhanced 

consumer 

satisfaction, 

energy 

saving, theft 

reduction etc. 

Common 

consumers might 

not be in a position 

to enhance their 

awareness and 

empower 

themselves. 

Support from 

local CSOs (local 

champions) 

would be helpful 

in this regard. 

HERC may 

register select 

CSOs at the 

district level 

following the 

TRAI ‘CAG 

model’ 

Feedback on 

quality of 

service issues 

CSOs, 

common 

consumers 

To provide 

feedback 

regularly to 

HERC on the 

quality of 

service including 

the complaint 

redressal 

process 

Improved 

consumer 

welfare and 

satisfaction as 

well as 

greater 

transparency 

and 

accountability 

 

Consumers/CSOs 

may lack the 

required 

knowledge 

(Medium) 

Monitoring the 

qualify of service 

may be difficult for 

common 

consumers (High) 

Some training 

programmes 

may be 

organised to 

train the Local 

CSOs on 

technical issues 

A consumer 

advocate may 

be appointed to 

provide support 

to local 

CSOs/consumers 

on a regular 

basis 

 

 



MERCADOS EMI - CUTS 

Strictly Confidential                                             59 

 

Phase 3 - Activation of local champions through a process of handholding  

Once the required capacity has been built it has to be put to practical use. In the initial phases of such 

practical use, the mentioned Capacity Building Organisation (CBO) can handhold the local 

champion(s). This implies assistance with the conduct of one complete feedback cycle: a 

consumer survey which focuses on the problem areas identified through the survey results 

reported in this study, the analysis of findings and formulation of recommendations, and voicing 

of such recommendations. Such assistance and support would help local champions develop the 

necessary confidence and ability for unaided functioning in subsequent phases.  

Assistance can also be provided by the CBO in creating new forums for interaction among the 

local champions, regulators and utilities, if needed. Lobbying for such forums can be done by the 

capacity building organisation (CBO) or by the local champion on the basis of guidance by the 

CBO. Such forums can be used to reduce information deficits and thus aid regulatory participation of 

consumers and their local champions.  

The total implementation time frame for this phase should be approximately 2 years.  

Thus, it is expected that after support lasting three and half years,, the local champion(s) would 

undertake the design and implementation of feedback cycles on their own. The focus of each 

audit would be derived from the results of the previous one and it would seek to ascertain 

change in the problem areas thus highlighted. The entire process would be iterative and lead to a self 

replicating action-feedback loop, as explained above, which would make regulation more inclusive of the 

consumer interest.   

In addition to the above, there are several specific actions /recommendations mentioned in various sections 

of this report that need to be operationalised as part of the broader framework mentioned above. These are 

summarized in Table 21.  

Table 21: Roadmap for social accountability-short term and long term actions plans 

Expected 

Outcome 

Indicators Immediate/short tem 

action points  

(0-6 months)  

Long tem action points 

(More than 6 months) 

Improved quality of 

service 

• Adequate and reliable 

power 

• Acceptable Voltage 

• Minimum no 

interruptions 

• Prior information 

about power cuts 

• Collection of base line 

data 

• Identification of  high 

priority areas 

• Regular monitoring of 

data at utility level 

• Establish a channel of 

communication 

• Proper repair and 

maintenance of 

distribution lines and 

transformers 

• Monitoring at feeder 

level 

• Strengthen channels of 

communications  

Efficient metering & 

Billing  

• Accuracy in metering 

& billing 

• Decreasing no of 

complaints on the 

issue 

• Easy and timely 

redressal of 

complaints 

• Enhanced consumer 

• More transparency in 

metering & billing 

facilitated through 

issue of more detailed 

statements 

• Training of utility staff  

• Proper registration of 

consumers complaints  

• Compliance with SoP 

• Efficient and smart 

metering 

• Suitable means of bill 

payment 

• Use of consumer- meter 

cards 

• Monitoring of SoP and 

compensation for non-

compliance of standards 
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Expected 

Outcome 

Indicators Immediate/short tem 

action points  

(0-6 months)  

Long tem action points 

(More than 6 months) 

satisfaction though  a mix of 

suitable incentives and 

disincentives 

Enhanced 

awareness level 

• Enhanced awareness 

on reforms 

• Consumers 

participation is 

increased 

• Improved 

understanding over 

key policy and 

regulatory issues 

• More use of energy 

efficient equipment 

• Reviews the current 

state of participation 

• Target some select 

CSOs 

• Use of mass media 

• Developing a 

communication 

strategy 

• Translation of key 

documents into 

vernacular 

• Holding public hearing 

across various districts 

covering both urban 

and rural areas 

• Identifications of select 

consumers groups 

Capacity building 

initiatives on part of 

utilities and HERC 

• Involving consumer 

groups in State Advisory 

Committee (SAC) 

Effective Complaint 

redressal process 

• Proper registration of 

consumer complaints 

• Availability of modern 

means for complaints 

registration 

• minimum time 

consumed in 

resolving complaints 

• Positive feedback 

from consumers 

• Generate awareness 

through electricity bills 

• Proper registration of 

consumers’ complaints 

• Effective monitoring 

and compliance of SoP 

• Computerisation of 

complaint redressal 

system 

• Compensation for non-

compliance of SoP 

• Regular feedback from 

consumers 

Better 

understanding on 

tariff related issues 

• Consumer are well 

aware of tariff 

structure and other 

charges 

• Linking with efficient 

use (agricultural 

supply) 

• Feedback on tariff 

issues 

• Printing bill in simple 

format and local 

language 

• Special booklet on tariff 

and other changes 

• Advertisements using 

mass media 

• Involving consumers in 

the decision-making 

process on tariff related 

issues 

• Organising 

seminars/meetings to 

generate more 

awareness 

Active Consumer 

Participation 

• Participation in public 

hearings 

• Quality of consumer 

interventions in the 

consultation process 

• Number of 

consumers/CSOs 

making submission to 

the Commission 

• Identification of 

consumer organisations 

which can help in this 

regard 

• Focussed group 

discussion   

• Organisation of training 

programmes 

• Provision of technical 

support 

• Appointment of 

consumer advocate 

• Geographically 

dispersed public 

hearings   

 

All the above measures must be introduced simultaneously along with measures to improve the social 

accountability structure. This should be backed by a regular monitoring and follow up loop that incorporates 

views and interest of consumers in the regulatory decision making process. Feedback should also be passed 

to the discoms from time to time to enable corrective action. Further, the process of capacity development 
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and awareness creation should run in parallel to all the above measures and should be taken up as top 

priority by all stakeholders i.e. the government, utilities, regulatory and the consumer bodies.  The action 

points relevant for each of the stakeholders are given in Table 22. 

Table 22: Suggested action points for various stakeholders 

Satisfaction 

Element 

Actions on Part of 

HERC 

Actions on Part of 

Distribution Company 

Actions on Part of 

CSOs/Consumer 

Improved quality of 

service 

• Collection of base line 

data 

• Identification of  high 

priority areas 

• Regular monitoring of 

data at utility level 

• Establishing a channel 

of communication 

between distribution 

company and 

consumers 

• Proper repair and 

maintenance of 

distribution lines and 

transformers 

• Monitoring the data at 

feeder level 

• Strengthening of  

channels of 

communications 

• Obtaining regular 

feedback from 

consumers 

• Provision of feedback to 

HERC as well as 

distribution company 

• Curbs on theft of power 

• Efficient use of energy 

through prevention of 

wastage etc. 

Efficient metering & 

Billing  

• Monitoring of 

compliance with SoP 

and compensation for 

non-compliance of 

standards 

• Provision of 

incentives for 

compliance with SoP  

• Facilitation of 100% 

metering 

• Incentives to  

agricultural 

consumers for opting 

for metered supply  

• More transparency in 

metering & billing 

through detailed 

statements 

• Training of utility staff  

• Proper registration of 

consumer complaints  

• Efficient and smart 

metering initiatives 

• Introduction of suitable 

and modern means of 

bill payment 

• Use of consumer- 

meter cards 

 

• Provision of the required 

co-operation and 

support to distribution 

company 

• Self/random check of 

the functioning of 

energy meters 

• Regular payment of  

electricity dues  

• Curbs on meter-

tampering 

Enhanced 

awareness level 

• Use of mass media 

• Development of a 

communication 

strategy 

• Translation of key 

documents into the  

vernacular language 

• Holding public 

hearings across 

various districts 

covering both urban 

and rural areas 

•  Identification of 

select consumer 

groups for capacity 

building initiatives by 

utilities and HERC 

• Involving consumer 

groups in the State 

Advisory Committee 

(SAC) 

• Spreading  useful 

information through 

electricity bills and 

vernacular handouts 

• Use of local TV/Radio 

channel for spreading 

consumer awareness 

• Organisation of  

competitions/debates 

in schools/colleges to 

educate the youth  

• Support to the 

initiatives taken by 

HERC for consumer 

education and 

empowerment 

• Active participation in 

the programmes/public 

hearings organised by 

HERC as well as 

distribution companies 

• Spreading  awareness 

to common consumers 

• Giving feedback to 

HERC and utility on key 

consumer issues  

• Discussing key issues in 

community meetings 
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Satisfaction 

Element 

Actions on Part of 

HERC 

Actions on Part of 

Distribution Company 

Actions on Part of 

CSOs/Consumer 

Effective Complaint 

redressal process 

• Compensation for 

non-compliance with 

SoP 

• Obtaining regular 

feedback from 

utility/Ombudsman/ 

consumers 

• Publication of relevant 

information regarding 

facilities, regulations  

etc on website 

• Organisation of public 

hearings and Lok 

Adalats (special fast 

track courts)  in rural 

area 

• Generation of 

awareness through  

billing statements 

• Proper registration of 

consumer complaints 

• Computerisation of 

complaint redressal 

system 

• Taking consumer 

feedback for further 

improvement 

 

• Making written 

complaints 

• Request for registration 

number 

• Proper follow up 

regarding  complaint 

redressal 

• Provision of feedback to 

HERC/distribution 

company regarding  

systemic problems 

faced by consumers 

• Avoiding false and 

irrelevant complaints 

Better 

understanding on 

tariff related issues 

• Involving consumers 

in the decision-

making process on 

tariff related issues 

• Organising 

seminars/meetings to 

generate more 

awareness 

• Printing bill in simple 

format and local 

language 

• Special booklet on tariff 

and other changes 

• Advertisements using 

mass media 

• Should make proper use 

of information circulated 

by HERC as well as 

distribution company 

• Generation of 

awareness among 

common consumers 

• Participation in the 

public 

hearings/meetings 

organised by 

HERC/distribution 

companies 

Active Consumer 

Participation 

• Organising training 

seminars and 

workshops in the 

state 

• Appointment of a 

consumer advocate  

• Providing the required 

information to 

CSOs/consumers  

• Supporting the HERC in 

promoting consumer 

participation 

• Active participation in 

public hearings and 

training seminars 

organised by 

HERC/utility 

• Not be  influenced by 

vested political interest 
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Annexure I –Methodology for undertaking the 

Consumer Satisfaction Survey 
As mentioned above, before executing the survey a scientific and comprehensive survey methodology 

was prepared in consultation with World Bank, HERC and MEMI and the survey was conducted in 

accordance with the methodology.  

The details of the adopted survey methodology for the consumer satisfaction survey are given below: 

 

Targeted indicators:  

Various key issues affecting electricity consumer in the state of Haryana were identified as survey 

elements. Then, the survey questionnaires were developed taking into account all these elements.  

•••• Awareness: The State of consumer awareness about the regulatory process, such as knowledge of 

consumers about HERC as a body, consultation process, key regulations for consumer protection, 

HERC initiative for consumer participation and effectiveness in addressing consumer issues etc. was 

found out in the survey 

• Quality of Service: Various questions to find out the ground reality regarding quality of service, 

(adequacy of supply (average hours/day), voltage fluctuations, variations in the grid frequency, 

average number of supply interruptions/breakdowns) were asked from the consumers. 

• Connection Related: Consumers’ views and experience in getting new electricity connection or re-

connection.   

• Effective Communication: Questions to check the effectiveness of the communication channels 

developed by the distribution licensees were asked to examined and evaluated consumer perception 

about facilities provided/action taken such as prior information to consumers about 

systemic/planned breakdowns, repairs, change of important addresses etc. 

• Complaint Redressal Mechanism: Awareness level about the functioning of Redressal Forums and 

Ombudsman, consumer perceptions about the registration and redressal of complaints, nature of 

complaints, time taken in redressing the complaint, reasons for not making complaints, 

• Metering: Working of meters, accuracy in metering, meter testing, charge applicable for meter 

testing; maintenance of meter reading cards, frequency of meter reader visits, perceived need for 

agriculture metering etc. 

• Billing and Payment Options: Billing accuracy, language and format, time available to consumers 

to make payments; timeline for correction of bills, convenience in making payments, alternatives 

modes of payment, provision of payment receipts etc.  

• Tariff Related Issues: Awareness about the tariff structure, view on fair pricing and existing 

subsidies 

• Consumer Participation and Awareness: Awareness about the participation process, its 

importance/relevance, the reasons for inadequate consumer participation, suggestion for promotion 

of effective consumer participation and dissemination of regulatory information. 

• Corruption Issues: Apart from all above mentioned issues consumers were also asked whether 

they had to pay any bribe for getting any service from the Discom officials and the reasons for 

power theft etc. 

 

Sampling methodology and criteria; selection of districts, blocks and sampling units  

 

Sampling methodology: 
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Stage One: Stratified Multi-Stage Sampling Approach was applied in designing sampling methodology to 

make it representative of the state’s consumption mix. Following factors were taken into account in 

stratifying the sample: 

o Geographical spread so that area falling under both the distribution companies  

o Relative literacy rates of districts 

o Rural and urban divide 

o Consumer mix in each of the selected areas 

o Level of metering in the agricultural sector  

Stage Two: District-wise Composition of the Sample 

The share of each consumer category in total state consumption7 was taken into account so that 

representation of consumer categories in the sample is consistent with that in the actual state consumer 

base. However, at the same time it was ensured that no single consumer category accounts for more than 

33.33 percent of the total sample so as to rule out predominance of any category.  

While selecting the consumer categories, in the first round, the team identified categories that have a share 

greater than 33 percent in total consumption  

Assume that there are n such categories. The sample share of each such category can be fixed at the 

stipulated upper bound of 33.33 percent. In the second round, the rest (100 - n*33.33) percent was divided 

among the categories having individual shares in total consumption of less than 33.33 percent.  

 

The above procedure is illustrated below: 

� Suppose the consumption shares of individual categories in the state are as follows:  

� Domestic - 40% 

� Agriculture - 20% 

� Commercial - 25% 

� Industry - 15% 

� Given the procedure detailed above, the domestic sector was assigned a share of 33.33 percent. Here, 

domestic is the only consumer category whose share exceeds the stipulated upper bound; therefore, the 

rest (66.67 percent) was distributed among the rest of the categories as per the formula:  

 

Sample share of category i =   

(Consumption of share of category i) * 66.67% / (Combined Consumption Share of Categories other than 

domestic) 

Where, i denote a typical category other than ‘domestic’  

� Applying this formula to the consumption shares of these ‘other sectors’ we get their sample shares as 

follows:  

o Agriculture - {20/ (20+25+15)}* 66.67 = 22 percent  

o Commercial -  (25/60)*66.67= 28 percent  

o Industry -  (15/60)*66.67=16.67 percent 

                                                           
7 It is understood that using shares in district consumption would give a unique vector of shares for each 

district however such data may be difficult to obtain. Nevertheless, the possibility of availability of such data 

will be explored. If such data becomes available, actual consumption mix in each district will be used for the 

purpose of sampling.  
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Stage Three: Selection of Units at District Level 

Within a district, in collecting data from each district, appropriate geographical representation was ensured 

by sampling villages from each block. The choice of the sub-sample of domestic consumers ensured that the 

rural-urban mix observed in reality in the state is maintained8.  

The required sub-sub sample of rural domestic consumers was chosen from each district by selecting 

villages of reasonably large size from each block and then sampling an equal number of domestic units from 

each of these chosen villages was done.  

As far as the sub sample of agricultural consumers from each block is concerned, it was drawn randomly 

and in equal numbers from each of the mentioned villages.  It was ensured that the agricultural consumers 

sampled in each district include metered and un-metered consumers in the relative proportions in which 

they occur in the actual population of agricultural consumers. 

In case of urban domestic consumers, towns with a population exceeding one lakh in each of the districts 

were identified. The required sub –sub sample of urban domestic consumers was drawn equally from each 

chosen district and within each district in proportion to the population of towns selected for sampling.  

For example, assume that x is the number of urban domestic consumers sampled from a district which has 

only two towns, A and B, of population exceeding one lakh. Moreover, let y and z be their respective 

populations. In this case, the number of units sampled from A and B was (y/(y+z) *x) and (z/(y+z) *x) 

respectively.  A similar procedure was applied for sampling the required industrial and non-domestic units 

confined to urban areas.  

 

The sample structure is summarised by the following diagram: 

 Haryana 

 

 

 

  DHVBN      UHBVN 

          

 

Eastern Zone  Western Zone             Eastern Zone      Western Zone 

           Domestic (Rural as well as Urban) 

          Non –domestic   (Urban only)        

          Industry (HT and LT)       (Urban Only) 

          Agriculture (Rural only) 

 

 

Metered          Un-metered 

  

 

                                                           

8 Approximately, 70% of this sub-sample was drawn from rural areas. This is consistent with the overall 

distribution of population at the state level.  
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Selection of districts, blocks and sampling units  

The state of Haryana is divided into two groups of districts, corresponding to the respective jurisdictions of 

the two electricity distribution companies operating in the state. Group I consists of districts served by the 

Uttar Haryana Bijali Vitran Nigam (UHBVN) and Groups II served by Dakshin Haryana Bijali Vitran Nigam 

(DHBVN) as listed in Table I. 

As per the date of 2008-09, consumption of consumers of DHBVN is ~50% (i.e. 49.4%) of the total 

consumer base in the state. The total number of respondents was divided equally between the 2 Discoms.  

 

Table I: District-wise Classification of the UHBVN and DHBVN 

S NO. UHBVN DHBVN 

1 Panchkula Sirsa 

2 Ambala Fatehabad 

3 Yamunanagar Hisar 

4 Kurukshetra Jind 

5 Kaithal Bhiwani 

6 Karnal Mahendergarch 

7 Panipat Rewari 

8 Sonepat Gurgaon 

9 Rohtak Faridabad 

10 Jhajjar Mewat 

11. - Palwal 

 

To ensure the geographically representative sampling, jurisdictions of the DHBVN and UHVBN was divided 

into two separate zones i.e. (i) Eastern Zone and (ii) Western Zone. Classification of total districts into four 

zones is given in Table II.  

 

Table II: Classification of districts under UHBVN and DHBVN into Eastern and Western Zones  

 
Zone DHBVN UHBVN 

 

Eastern Zone  Faridabad, Palwal, 

Gurgaon, Mewat 

Mahendergarh, Rewari  

Panchkula, Ambala, Yamunanagar, 

Karnal, Panipat  

Western Zone Sirsa, Hisar, Fatehabad 

Jind, Bhiwani 

Kurukshetra, Kaithal, Sonepat 

Rohtak, Jhajjar 

 

Each district falling under the above zones was assigned a score (on a scale of 0-10) according to the 

following criteria: (i) Literacy Rate (%) – Refer Annex II; (ii) Total Consumption (kWh)9.  

With the above classification in place, a Composite Index was developed assigning 50% weightage to the 

literacy rate scores and 50% weightage to the scores based on consumption in each district. Two districts 

from each zone corresponding to the highest and the lowest value of the composite index were selected.  

 

                                                           
9 The district with maximum literacy rate will be assigned a score of 10, and other will be accordingly 

computed. 
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Sample size:  

● Domestic, Agricultural & Commercial - 1100 (data collected 1134) 

● Industry 200 (data collected 227) 

Number of respondents Percentage shares Consumer 

Category State UHBVN DHBVN State UHBVN DHBVN 

Domestic 894 449 445 79% 79% 79% 

Agricultural 131 72 59 12% 13% 10% 

Commercial 109 49 60 10% 9% 11% 

Total 1134 570 564 100% 100% 100% 

 

About the sample districts:  

 

DHBVN: Sampling Districts 

Index 
score 

Index score Zone DHBVN Literacy 
(%age) 

(Literacy) 

Consumption 
(Lakh kWh) 

(Consumption) 

Composite 
Score 

Ranking 
(Ascending) 

Faridabad 70.79 9.35 20454 7.45 8.40 5 

Palwal 70.79 9.35 2903 1.06 5.20 2 

Gurgaon 63.61 8.40 27472 10.00 9.20 6 

Mewat 63.61 8.40 729 0.27 4.33 1 

Mahendergarch 70.43 9.30 4454 1.62 5.46 3 

Eastern 
Zone 

Rewari 75.75 10.00 6693 2.44 6.22 4 

Sirsa 61.2 8.98 8401 7.71 8.34 2 

Hisar 65.85 9.66 10900 10.00 9.83 4 

Fatehabad 58.16 8.53 6895 6.33 7.43 1 

Western 
Zone 

Bhiwani 68.17 10.00 8405 7.71 8.86 3 
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UHBVN: Sampling Districts 

Index 
score 

Index score Zone UHBVN Literacy 
(%age) 

(Literacy) 

Consumption 
(Lakh kWh) 

(Consumption) 

Composite 
Score 

Ranking 
(Ascending) 

Panchkula* 76.54 10.00 11391 8.37 9.19 3 

Yamunanagar 72.20 9.43 10257 7.54 8.49 1 

Ambala 76.20 9.96 11391 8.37 9.16 2 

Karnal 68.20 8.91 13608 10.00 9.46 5 

Eastern 
Zone 

Panipat 69.75 9.11 12861 9.45 9.28 4 

Kurukshetra 70.04 9.15 10066 9.68 9.41 5 

Rohtak 74.56 10.00 4941 4.75 7.37 2 

Sonepat 73.71 9.89 10404 10.00 9.94 6 

Jhajjar 72.48 9.72 4632 4.45 7.09 1 

Kaithal 59.5 7.98 9358 8.99 8.49 4 

Western 
Zone 

Jind 62.8 8.42 6783 6.52 7.47 3 

 

Applying this methodology, a total of eight districts (Gurgaon, Mewat, Hisar, Fatehabad, Yamunanagar, 

Karnal, Sonepat and Jhajjar) were selected for the survey, as depicted in the map given below. Out of these 

4 districts, namely Gurgaon, Mewat, Hisar and Fatehabad (shown in blue colour) are served by DHBVNL and 

other 4 namely Yamunanagar, Karnal, Sonepat and Jhajjar (shown in red colour) are served by UHBVNL.  

Further after selection of districts, an effort was made to ensure that district wise samples were 

geographically representative. . Thus,  in the selected 8 districts, a total of 25 blocks was covered, as shown 

in the map below. 

The rural/urban ratio of the state was maintained in the sample. A minimum of 20% female representation 

in the sample was targeted. In the agricultural sector, both metered and un-metered consumers were 

covered 
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Map showing geographical coverage of the Survey 

 

 

 

Questionnaires: Typology, formulation and administering: 

Keeping in view the survey objective and the survey elements, questionnaires were developed first in 

English.  The questionnaire was shared with all stakeholders for field testing. Thereafter, it was revised and 

translated into the vernacular language (Hindi).  

As per suggestions from the World Bank team, 2 separate questionnaires were prepared -- one specifically 

targeting industrial consumers (keeping in view their special issues) and the other targeting the remaining 

categories (Domestic, Agriculture and Commercial) of electricity consumers.  

Questionnaires were administered in the vernacular language (wherever applicable) to enhance 

comprehension by the interviewee. The survey was administered using the interview method with the help 

of a structured questionnaire.  
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Survey team: Constitution, Composition and Capacity Building: 

IDGC was selected for execution of the survey and used 8 well qualified and experienced staff members for 

the task.  

For capacity building of field investigators, two day training was conducted by the CUTS and MERCADOS EMI 

team -- at Mercados EMI Office, Gurgaon on March 17, 2010, and on March 18, 2010 in Sonipat district 

when practical training in the field was imparted. . 

 

Method of investigation and language used:  

The survey was conducted through personal interviews during 18th March-12th April 2010. The 

respondents in selected districts were identified in conformity with the sampling design. Help of the local 

utility offices was taken.  

The interviews of the targeted respondents were administered in the vernacular language using a structured 

questionnaire.  

 

Monitoring and Evaluation Mechanism:  

The quality of the survey was ensured through various means: scientific sampling design, the development 

of a well defined questionnaire, field testing of questionnaires, proper orientation of surveyors to the task at 

hand, and last but not the least, the monitoring of the survey process and scrutiny of filled questionnaires.  

The tabulated data was also checked and cross checked to rule out any errors in data.  

 

Tabulation and analysis of Data:  

A format for data entry in MS Excel was developed by the CUTS team and after the survey was over the 

survey agency did the data tabulation work during 13-22nd April 2010.  

 

The tabulated data was further analysed using SPSS. The findings of this analysis are given in the next 

section.  
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Annexure II – Questionnaires 

 


