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Power Industry – Value Chain

Generation

Transmission

Distribution

Power Industry – Value Chain



Load Despatch Centre

Load Despatch Centre
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Macro View of Power Sector in India (1/2)
Government

(Central and State)

• Give overall 
directions to the 
Power Sector 
through 
legislations

Central Electricity 
Authority  (CEA)

• Apex Planning 
Body to the Govt. 

Central Electricity 
Regulatory 

Commission (CERC)

• Regulates Central  
Sector 
Undertakings  
and  Inter State 
Generation and 
Transmission

State Electricity 
Regulatory 

Commissions 

• Regulate Intra 
State Generation, 
Transmission and 
Distribution 

Appellate Tribunal 
for Electricity  

(ATE)

• Legal Authority to 
adjudicate 
disputes on 
Regulatory Orders

• Power is a Regulated Business under the purview of respective State and Central Electricity
Regulatory Commission & governed by provisions of Electricity Act’03.

• India has a generation capacity of 267 GW with 71% share from Thermal, 15% from Hydro,
2% from Nuclear & 12% from Renewable Energy Sources. Additionally, there is captive
generation of 40 GW

• The country as a whole is currently in a power deficit scenario with peak & energy deficits
of around 5% (Delhi is in surplus situation).

• Average Per capita consumption of India is around 950 units while that in Delhi is around
1300 units.

Power Sector Regulatory Framework
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• Distribution is a licensed activity
under the EA 2003.

• SERCs award distribution
license.

• 85% of Distribution sector
largely dominated by State
Owned Electricity Boards.

• TPDDL (Distribution) is
Regulated by Delhi Electricity
Regulatory Commission (DERC)
who is responsible for
determination of tariffs
chargeable to consumers.

Distribution Sector

Delhi

Mumbai, Kolkata, 
Ahmedabad, Surat, 

Greater NOIDA

DF

PPP

Pvt

State-owned 

DF – Distribution Franchisee; PPP-Public-Pvt Partnership

Maharashtra (Bhiwandi, Nagpur, 
Jalgaon, Aurangabad), UP (Agra), 
MP (Gwalior, Ujjain, Sagar), Bihar 
(Muzaffarpur, Bhagalpur, Gaya)

Govt. 
DISCOMs
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• Discoms are in dire situation due to the following

• Growing gap between the Average Cost of Supply and tariff realization (113 p/unit)

• AT&C losses (~25%) and infrequent and inadequate tariff increases .

• Most states hovering at 40%.

• 16 utilities had losses below 15 per cent, while 40 had losses below 30 per cent

• Total exposure amount till date of Indian Banks are Rs. 3,20,238 crs. (FY 13)

• Distribution utilities are preferring load shedding to meeting DSM obligations

• Competition through Open Access – A non-starter

• Increased cross subsidization in last 5 years – an unsustainable trend

• Slow or virtually no Reforms in Distribution Sector despite successful reforms in Delhi in 2002

• State Governments only pursuing the Franchisee Model, whereby O & M contract(s) for

10-15 years in particular areas are tendered to private parties.

• Approx. rise of 40-50% in the cost of Generation over last 2 years and ~100% in last 5 years

• Inefficient Power Procurement and Management

8
* Source World Bank 2014 report

Key Issues in the Distribution Sector: Cost 

Reflective Tariff 

Source: Planning Commission Report, March 14
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• The shortfall in the Company’s revenues billed at current tariffs & those chargeable by it 
to its consumers based on costs incurred during the year is termed as Revenue Gap in 
Regulatory Parlance. 

• Recognized as Income of the Current Year on basis of accrual system of accounting which 
requires revenues to be recognized in the year to which they pertain, even though 
realisable in future, so long as the same are quantifiable and there is certainty of ultimate 
recovery.

• The outstanding Revenue Gap recoverable from future tariffs is termed as Regulatory 
Overhang.

What is Regulatory Overhang ?

Key Issues in the Distribution Sector: 

Liquidation Regulatory Overhang

37



S No.
State Wise 

Data
(FY 13)

Sold Units
(MUs)

No. of 
consumers

(Mns)

Financial Loss 
(FY 13)

Accrual Basis
(Rs. Crs/USD Mn.)

AT&C Loss
(%) for FY 13

Yearly Govt. Subsidy 
for FY 13

(Rs. Crs/USD Mn)

Northern Region

1 J&K 5149 1.3 (7595)/(1189) 52.8 -

2
Uttar 
Pradesh

53539 24 (33766)/(5284) 42 3126 / 489

3 Punjab  36528 7.3 (7023)/(1099) 17.6 4244 / 664

4 Uttarakhand 8577 1.6 (1890)/(295) 23.1 -

5 Rajasthan 42160 7.8 (53802)/(8419) 20 5769 / 902

6 Delhi 23068 4.5 (22444)/(3512) 15.2 306 / 48

6.A TPDDL 7762 1.3 (4773)/(746) 10.7* 75.6 / 12

6.B BRPL 9827 1.8 (11182)/1749) 15.1 142 / 22

6.C BYPL 5479 1.3 (6489)/(1015) 17.9 89 / 14

Distribution Scenario – Major State wise Losses (Upto FY 13)

1 USD = 63.9 INR
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Source: Ministry of Power* AT&C after FY 15 – 9.87%

Financial loss indicates Regulatory Assets of Discoms



S No.
State Wise 

Data
(FY 13)

Sold Units
(MUs)

No. of 
consumers

(Mns)

Financial Loss 
(FY 13)

Accrual Basis
(Rs. Crs/USD Mn.)

AT&C Loss
(%) for FY 13

Yearly Govt. Subsidy 
for FY 13

(Rs. Crs/USD Mn.)

Southern Region

7
Andhra 
Pradesh

68106 22.9 (15891)/(2486) 13.63 730 / 114

8 Tamil Nadu 52747 22.1 (46249)/(7238) 20.72 1165 / 182

9 Karnataka 45656 19 (12215)/(1191) 20.78 5000 / 782

10 Tamil Nadu 52747 22.1 (46249)/(7237) 20.72 1165 / 182
Eastern Region

11 Odisha 13552 3.2 (12074)/(1889) 42.94 328 / 51

12 West Bengal 20534 11.7 (11125)/(1741) 34.43 378 / 59
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Source: Ministry of Power

Distribution Scenario – Major State wise Losses (Upto FY 13)



S No.
State Wise 

Data
(FY 13)

Sold Units
(MUs)

No. of 
consumers

(Mns) 

Financial Loss 
(FY 13)

Accrual Basis
(Rs. Crs/USD Mn.)

AT&C Loss
(%) for FY 13

Yearly Govt. Subsidy 
for FY 13

(Rs. Crs/USD Mn.)

Western Region

14 Gujarat 59,705 14.6 (2008)/(314) 19.8 1246/194

15 Maharashtra  83488 20.7 (21423)/(3353) 21.9 85/13

16
Madhya 
Pradesh

32956 4.16 (9895)/(1549) 31.1 1501/234

17 Chattisgarh 16090 3.5 (3355)/(525) 25.1 93/14

Total 660257 209.7 (319219)/(49956) - 301360/47161

12

Source: Ministry of Power

Distribution Scenario – Major State wise Losses (Upto FY 13)



Tariff Comparison across different utilities of Indian Metro Cities

Consumer Category
Delhi (TPDDL) Mumbai Kolkata Chennai 

Rs. / Unit Rs. / Unit Rs. / Unit Rs. / Unit

Dom - 2 Kw* (upto 200 units) 2.20 5.1 5.12 4.15

Dom - 2 Kw* (Upto 400 units) 2.59 6.05 5.62 5.14

Non Domestic/ Commercial- 20 kW 10.15 12.88 7.64 8.42

LT Industrial - 20 kW 9.2 10.63 6.88 6.58

HT Industrial - 100kW/108 KVA 8.3 9.44 8.77 7.66

Peak Load (in MW) 1704 3192 1856 2000

No of Consumers (In mn) 1.4 3.0 2.5 1.1

* Domestic Tariff upto 400 units include 50% subsidy on energy charges

13

Data pertains to tariffs revised till 2015



Tariff Comparison across different Utilities near Delhi NCR

Consumer Category
Delhi (TPDDL) Haryana Uttar Pradesh Rajasthan

Rs. / Unit Rs. / Unit Rs. / Unit Rs. / Unit

Dom - 2 Kw* (Upto 200 MW) 2.20 4.14 5.03 5.16

Dom - 2 Kw* (Upto 400 MW) 2.59 4.60 4.94 5.17

Non Domestic/ Commercial- 20 
kW

10.15 8.50 9.45 7.35

LT Industrial - 20 kW 9.20 8.16 10.1 6.32

HT Industrial - 100kW/108 KVA 8.30 6.88 8.10 6.51

Power Outage During 
Summer(Avg. Hrs/Day)**

0 4-6 4-6 2-2.5

Peak Demand Met (In MW) 1704 8114 8733 10038

No of Consumers (In Mn) 14.4 50 239 78

14

* Domestic Tariff upto 400 units include 50% subsidy on energy charges

Data pertains to tariffs revised till 2015
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Power Scenario in Delhi: Prior to Reforms in 2002

Financially 
unhealthy 

utilities

Vicious Circle of Un-sustainability

• AT&C/Theft losses range between 53% to 60% of Input 
• Govt. Subsidies approx. Rs 1,500 Cr per annum to 

bridge Revenue Gap
• Condition of Network pathetic
• Billing Receivables close to 1 year outstanding 
• Poor Condition of Consumer Records
• Consumer nowhere in focus/Regular black-outs and 

brown-outs of 4-6 hours

N
ee

d
 f

o
r 

R
ef

o
rm

s

• Investment needed to 
improve Network

• Subsidies - not a long term 
solution; Sector to be made 
Self Sufficient

• AT&C loss reduction and 
sector efficiency 
improvements required

• Enhance consumer 
satisfaction

• Introduce Best Practices, 
enhancing employee skill 
sets and
morale

16
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• License-based Regulated business for 25 years.

• Guaranteed 16% RoE on meeting AT&C  Targets. 

• Tariff set by regulator on cost plus RoE basis.

Delhi Privatization Model



Business Model (Cost Plus Basis)

Interest +
RoE @ 16% 
(post tax) 

Retail Tariff 
determined
by Regulator

Public Hearing

Incentives and Penalties for Over/ 
Under Achievement of Regulatory 

Targets  

Profit linked to DERC Approved 
Investment  and not Revenues

Govt. Subsidy
Revenue

Actual Power Purchase 
Cost (Payment to 

Gencos & Transcos)

Normative Expenses 
(Establishment + A&G + 

R&M Costs)
Depreciation

• A&G – Administrative & General
• R&M – Repair & Maintenance Cost

10%

2%
3%

5%

80%

Normative Expenses

RoE

Interest

Depreciation

PPC

18
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Joint Venture of Tata Power 
Company and Govt. of NCT of 

Delhi (51: 49)

Licensed for distribution of power 
in North and North West Delhi 

Certifications : ISO 9001, 14001, 27001, 22301 ; SA 8000 ; OHSAS 18001
UN Global Compact Reporting

About TPDDL

Parameter FY’15 

Turnover 
INR 6435 Crs / 
1030 USD Mn

Peak Load 1704 MW

Annual energy requirement 8423 MU

Total registered consumers 1.4 Million

Number of employees 3457

Area 510 Sq Kms

Population serviced in 
Network area (approx) 

6 Million 
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Complaint Mgmt System – fully 
integrated & single-window…. (Billing 
Complaint Resolution Time @ 2.9 days)
.

Participative CSR & AA – across 
employee segments…(Beneficiaries 
@ 0.2 mn +)

Innovation culture – Ability to take on 
& meet challenging goals…..(Innovista
Entries @ 273)

Focused AT&C loss reduction
& Reliability – organization wide 
rallying point ….(AT&C @ 9.87%)

Proactive Policy Advocacy – Delhi 
Govt, DERC, Customers, Govt. Of India 
….(Acceptance Rate @ 72%)

Passion for Technology 
adoption – across the 
organization ….(ASAI @ 99.96%)

Customer Delight – Privilege 
Scheme,  Payment 
Avenues….(CDS @ 84%) 

Motivated Employee –Welfare 
Policies ,  L& D Initiatives…..(EES @ 
79%)

What stands out at TPDDL….

http://www.google.co.in/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&uact=8&docid=iWeBVtyxIqn3KM&tbnid=fDIWTTNvodD5wM:&ved=0CAcQjRw&url=http://www.futurelab.net/blog/2013/03/shareholder-value-or-customer-delight-choose&ei=NuQjVKLhKYXiuQT3u4LQCw&bvm=bv.76247554,d.c2E&psig=AFQjCNEwb1zWLpIZ1dfGPA-1yw_i080SnQ&ust=1411724688641499
http://www.google.co.in/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&uact=8&docid=SuQ6EDwn37GSYM&tbnid=21j_cYRZG-G6kM:&ved=0CAcQjRw&url=http://thebestfinanceadvice.com/how-managers-motivate-employees/&ei=IOYjVJj7Ksi8uAS1w4HYAg&bvm=bv.76247554,d.c2E&psig=AFQjCNHSq2ZmkI7_H_bGxVo17esIUkTyUg&ust=1411725198621416
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Vision – Mission – Values

Vision & Mission revised in 2013 to focus on Growth & Technology perspectives
• Included “Services” in Vision 
• Included “Value for services” & “Technology adoption & Benchmarking” in Mission
• Achievement of Vision & Mission monitored through Balanced Score Card 
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What TPDDL had inherited in 2002

• AT&C losses: > 50%

• No concept of consumer 
service and IT interface

• Lack of performance 
orientation

• Electricity supply system 
on the verge of collapse









The Brand in 2002….

‘Power to the People’ was 
adopted to convey the 
acceptance of this challenge

Commitment of taking Delhi 
out of the dark ages 

Making it emerge as a 
powerful & brighter 
city belonging to a 21st

century city 
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What TPDDL is in 2015

• AT&C losses: 9.87%

• Techno-savvy company of 
21st century

• Global Footprints

• Consumer Delight – 84%

√

√

√

√

Rebranding Exercise… in 2015

Power as a non-stop 
commodity

Constantly evolving

Competence in replicating 
rich experience

Transforming distribution 
sector



Rebranding Exercise….In 2015

Launched Anthem showcasing:

 Social Progress

 Quality of Life

 Technology Adoption

 Community Empowerment

27



Great 
Places To 
Work For 

India

Utilities

Vision 2022

Top 10Complaints, 
Accidents

Smarter DISCOM

Energy & Water 
Neutral

Single Digit AT&C Loss 
(7%)

Domestic & 
International Presence

28
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Our Sustainability Philosophy

Passion for excellence

Consumer Service 
Excellence

Operational 
Excellence

AT&C Loss 
Reduction

Care for 
Community

Care for 
Environment

Areas of Focus

Becoming 
Carbon Neutral

Drivers

Skilled & Motivated 
Workforce

Innovative Technology 
Adaptation

Success Parameters

Improving CSI 
Score

Reliability Indices

ATC Levels

TCCI Score
TAAP Score

Safety

Consumer Centric 
Inclusive Approach

Shareholder Value

Care for 
Environment

Care for 
Community

Customer 
Excellence

http://www.google.co.in/imgres?imgurl=http://global-bytes.com/wp-content/uploads/2009/12/CSRLightbulbMedium.jpg&imgrefurl=http://global-bytes.com/?p=433&usg=__NXhKv74tV1_v2qaPefMVhzsHpHg=&h=518&w=393&sz=14&hl=en&start=1&zoom=1&tbnid=biBSRuRu3NIF2M:&tbnh=131&tbnw=99&ei=-Yx4TdSgFcal8QO-jom-BA&prev=/images?q=CSR&um=1&hl=en&sa=N&tbs=isch:1&um=1&itbs=1


TPDDL

Regulator

Community

Business 
Associates

Shareholders

Customers

Workforce

AT&C  & PA Targets; Min Tariff Hike; Consumer 
Satisfaction; Renewable Power Obligation 

Cheaper power; Clean 
Energy; Community 

Support; Street 
Lighting; Reliable & Safe 

Supply

LT Partnership & 
Business Growth; 

Branding

Vision & Strategy; 
Organization Support; 
Safety; Competency 

Enhancement

Uninterrupted power 
supply; Error-free & fast 

service- billing % metering; 
Reasonable  Tariff

Tata Power: Profitability; Growth; Customer Delight; Positive Brand Image; Service Excellence; Safety; Talent pool
development; Energy Conservation
Delhi Govt: Optimize Tariff; Service excellence; 24x7 Reliable Service; Safety; Consumer Delight

Stakeholders Requirements
32



Our Consumers
Macro 

Segments High End Opinion Influencers

Micro 
Segments

Xpress
Key Consumer 

Group

High 
Revenue 

Base

Govt. & 
Institutional

High Consumer 
Base

Special 
Consumer 

Group

Load & 
Type

500 KW
(Major

Industrial & 
Commercial)

100-499 KW
(Industrial & 
Commercial)

11 – 99 KW
(Small 

Industries)

11 – 99 KW
(Eg DJB, 

DMRC, Banks)

<11 KW
(Domestic & 
Commercial)

Slum Cluster 
Consumers

Number % Break-up of Segments Revenue Contribution of Segments

12%

0.08% 1%
0.02%

4%

83%

SCG KCG G&I Xpress HRB HCB

2%

7%
3%

15%

39%

34%

SCG KCG G&I Xpress HRB HCB

33



Our Workforce

Segment-wise Break-up of Employees

Senior 
Mgmt

1%

Middle 
Mgmt

4%Junior 
Mgmt
34%

Supervisor
24%

Workmen
37%

CEO & MD 
Cell

1%

Commercial
18%

CTO 
Function

12%

Finance
7%

Operations
49%

Project 
Engg & 

Contracts & 
BD
9%

HR & Admin
4%

Gender Ratio

12.32

87.68

Female Male

17.3

11.2

34.6

20.7
22.5

27.4

0.0

5.0

10.0

15.0

20.0

25.0

30.0

35.0

40.0

FY 10 FY 11 FY 12 FY 13 FY 14 FY 15

%

Female Employees as % of total recruitment

34

Above Avg of 12%

Function-wise Break-up of Employees

19

81

AA Employee Base

General Employee Base

Affirmative Action Ratio
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TPDDL Turnaround Snapshot
Parameter Unit Jul-02 Mar-15 Benchmark Utility

Operational Performance

AT&C Losses % 53.1 9.87 Torrent Surat- 6

System Reliability – ASAI -
Availability Index

% 70 99.55 TPDDL

Transformer Failure Rate % 11 0.76 TPDDL

Street Light Functionality % 40 99.18 BESCOM- Bangalore 99.25%

Consumer Related Performance

New Connection Energization
Time

Days 51.8 5 Torrent Ahmedabad- 4

Meter Replacement Time Days 25 4 TPDDL

Provisional Billing % 15 1.34 TPDDL

Defective Bills % 6 0.14 TPDDL

Bill Complaint Resolution Days 45 4 TPDDL

Mean Time to Repair Faults Hours 11 1.53 CESC- 1.36

Call Center Performance -
Service Level

% - 92 -

Customer Served Per
Employee

Nos. - 417 CPFL Brazil- 1481

Consumer Satisfaction Index
(Overall)

% - 84 BEST- 93%

Financial Performance

Capex Incurred Distribution Rs. Cr. 1210 5106 -

Revenue (Annualized for FY 
03 and FY14)

Rs. Cr. 1156 6503 -

Others -

Consumers Lacs 7 14.39 -

Employees Nos. 5600 3457 -



S.No. Key Technologies Implemented
TPDDL-
Delhi 

BRPL-
Delhi

BYPL-
Delhi

Torrent-
Ahmedabad

Torrent-
Surat

R-Infra-
Mumbai

CESC-
Kolkata

BEST-
Mumbai

1 Geographical Information System (GIS) √ √ √ √

2 Outage Management System (OMS) √ √ √ √ √ √ √ √

3 Integrated Call Centre √ √ √ √ √ √ √ √

4 SCADA √ √ √ √ √ √ √ √

5 Distribution Management System (DMS) √ √ √

6 SAP-BCM √ √ √ √ √ √ √

7 Automated Demand Response (ADR) √

8 Energy Audit of Consumers (ESCO) √ √

9 Auto Reclosures for New Connection √ √ √

10 Advanced Metering Infrastructure (AMI) √

11 Automated Meter Reading (AMR) √ √ √ √ √

12 Field Force Automation (FFA) √ √

13 Enterprise Service Bus (ESB) √

14 Integrated Communication Technology √ √

15 Solar Roof Top/ Net Metering √ √ √

16 EV Infrastructure at Grid Stations √

17 MicroGRid Technologies √

18 Business Intelligence/ Data Analytics √ √ √

19 Energy Storage Solutions √

20 Mobile Application for Consumers √ √ √

Key Technologies Comparison of Indian Utilities
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Safety

Commercial

Operations

Sustainability

Contents – Major Initiatives

Technological Interventions

Human Resources

Excellence



Safety 
Policy and  

Safety 
Process

Safety Management System @ TPDDL

BoD

CEO & MD

CTO

Head (O, S & S)

HoD (SHE & DM)

SHE & DM Deptt.

Safety 
Management 

System

Safety Policy 
&  Safety 
Process

Safety Audits, 
Hazard 

Identification & 
Risk Assessment

Management 
Commitment 

& Review  

Implementation 
& Monitoring

Safety Training & 
Competency 
Assessment 

Emergency 
Preparedness 

Compliance to 
Statutory 

Regulations &  
Standards

Safety R & R & 
Disincentives 

48
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Management Commitment on Safety deployment

Management Visit Annual Safety Plan

Safety Mandatory in KRA Consequence Management



• Accreditation by Ministry of Power (MoP) and 

Central Electricity Authority (CEA) for providing 

training as per the regulations applicable to the 

workforce in power distribution sector. 

• Special emphasis on technical & safety related 

training

• Supports various training programs as defined in 

CEA Safety Training Regulations 2010. 

Training

Centre for Technical and Behavioral 
Training to enhance safety  standards 
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Training

Hands on Technical Training (HoTT) CenterPractice Yard in Zone

Training on Working at Height Training on PPE Usage
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Mega Seekh Sessions

Training

Training in Class Room

First Aid Training Session Animated Movie

E:/Accidents/Safety/FY 14-15/1. Z-522/Incident.wmv


Behavioral Safety

Involving family members

Nukkad Nataks for awarenessPictures of kin & deities on helmets

Posters made by family members

53
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Process Improvement

Locked Out Locked Out 

Risky Pole Tagging & Viewing Process Life cycle of CAPA sharing & monitoring system
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Safety Drives & Night Audits

Safety Audits at site by CFTs Safety Audits at site by CFTs

Current Leakage Testing Drive Night Audits at site by Safety Team
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Public Safety – Creating Awareness

Posters on Do’s & Don’ts Safety Posters in Hindi

Safety on the Website Nukkad Nataks on public Safety
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Impact : Training & Observations 

2015

Training Mandays – 5069

Safety Observations – 27751

2013

Training Mandays – 4262

Safety Observations – 22816
2014

Training Mandays – 6274

Safety Observations – 27560

2012

Training Mandays – 3109

Safety Observations – 4127
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Contents – Major Initiatives

Safety
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Operations

Sustainability

Technological Interventions

Human Resources

Excellence
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Unique Efforts 
appreciated 

nationally and 
internationally

Front runner in Technology Implementation to improve efficiency and consumer service delivery

AT&C Loss Reduction Journey
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Integrated Outage Management System
GIS – Mapping all electrical assets and 

consumers

Initiatives: Reliability Improvement

Many Industry Firsts!
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Initiatives: Reliability Improvement

100% Automatic Voltage RegulationLT Changeover

Monitoring of total load through SCADAMonitoring of total load through SCADA
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Initiatives: Reliability Improvement

Integrated Call  Center with BCM Gas Insulated Substation

Auto ReclosuresGeographical Information System
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Initiatives: Social Interventions for AT&C reduction

• Collaboration with NGOs – awareness creation
across TPDDL especially slums

• Settlements of Enforcement cases through
PHFs , Special Lok Adalats, Electricity Courts
etc.

• Public participation in controlling Theft
through Community pressure

• Separate Segment for consumers at Bottom of
Pyramid – Special Consumer Group

– Employment Oriented Vocational
Trainings - “Creating Capacity in
consumers to pay before asking them to
pay”

– Empowering through SHGs & Water ATMs

• Pay-N-Win schemes

Initiatives for the “Bottom of the Pyramid”
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Impact : Reliability Improvement 

* Lower the better

2015

Avg System Reliability Index - >99%

SAIFI * – 2.8 Nos

SAIDI * – 2.66 Hrs

2014

Avg System Reliability Index - >99%

SAIFI* – 3.1 Nos

SAIDI *– 2.76 Hrs

2013

Avg System Reliability Index - >99%

SAIFI* – 3.5 Nos

SAIDI* – 3.07 Hrs



Advanced Metering 
Infrastructure (AMI)

Field Force Automation (FFA)

Business Intelligence / 
Data Analytics

Integrated Communication 
Technology

Future Roadmap: Smart Grid

Enterprise Service Bus

76
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Critical Drivers – Customer Delight Survey

CDS 2015

Critical Drivers

Customer 

Loyalty

Customer 
Satisfaction Index

Customer 
Dissatisfaction Index

TPDDL 

Image

78



Technology Intervention

state of art, fully integrated, Billing system for 
error free reading & billing service

SAP - ISU

for instant customer connect
Integrated CRM 

with BCM facility

ensuring payment collection even at times of 
network failure

All Time 
Collection Module

implemented India’s first ever integrated 
Automated Demand Response (ADR) & 
Advanced Metering Infrastructure (AMI) project, 
for peak demand management at time of critical 
grid stress conditions

ADR & AMI 
Project

for instant power supply restoration
Auto Changeover  for HT 

Customers

After initial years focus on Operational Technology viz. SCADA, GIS, OMS, DSM… 

to adoption of technology providing INSTANT Customer  Service

79



Customer Communication Mechanism

for Direct Customer Connect
(HCB Segment)

Eminent Citizen 
Meet

Annual Customer Meet (all segment)MILAP

going Hand in Hand with masses
HUMRAHI and other 

Outreach Programs

all about TPDDL services in form a
easy to understand Informative BookletCustomer Handbook

on Energy Efficiency / Safety
Safety Audits for Public Installations
Energy Audits for HT customers

Seminar / Workshop / 
Audits

After initial years focus on enabling Communication with local representatives 
(RWAs / IWAs)… to COMMUNITY Participation

80



Customer Support Initiatives

for after Office Hour connectivityHotline Facility

for instant connectivityDedicated CUG Nos for 
Client Manager

Mapping of important TPDDL locations on Google
Maps

GIS Location Support

After initial years focus on enabling basic Connectivity viz. Call Centre / Customer Care Centre / Website / 
SMS PULL Service… to providing FASTER Connectivity

unified and Integrated Call Centre Number
(66404040)

Unified Sampark Kendra

light version and easy to use channelLaunch of Mobile Website
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Customer Service Initiatives / Value Added Services

LED Bulb Scheme / 5 Star AC Scheme /
Solar Roof Top Project

Energy Conservation

Accidental Life Insurance /
Pay N Win scheme for SCG Customers

Promoting Metered 
Connection

Incentive Scheme / Lucky Draw for opting E-Services /
Online Payment

Promoting 
E-Services

After initial years focus on building Customer Relationship…
to PARTNERING more than Electricity

for Transformers owned by Customers
(KCG / Xpress)

Transformer

Maintenance

in case of failure of Customer owned Transformer
(KCG / Xpress)

Transformer on Rent
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Impact : Customer Delight Survey Scores
83

2015

Top 2 Box – 84%

True Loyal – 71%

2013

Top 2 Box – 71%

True Loyal – 62%

2011

Top 2 Box – 67%

True Loyal – 62%
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OMS

Information 
of an

Outage

SCADAGIS

Details of the 
customer

&
Customer 

Count

SAP - CRM

Details like repair history, 
Crew comments, ETR also 

visible at SAP-CRM

Outage status was updated on 
TPDDL website with estimated 

time of restoration

BCM –
SAP BCM (IVR)
system

Outcome – Complete system integration leading to enhanced reliability and 

Consumer Service Delivery

Initiative: Adoption of Integrated Technology
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Usage view at customer end : AMI

Real Time Outage Map

Initiatives : Automated Demand Response

• Allows consumers to make informed
decisions by providing highly detailed
information ; Web based portal

• Provides consumers with greater
control over their electricity use when
coupled with time-based rates,
potentially saving money on their
monthly electric bill.

• Allows for faster outage detection and
restoration of service

• Real Time Alerts in case of violation of
load/PF

 Total Sanctioned Load : 322 MW
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IT Interventions : Mobile Website

• Lighter version of website for mobile
devices was launched for consumer
convenience.

• The version also has feature to flash
unplanned outage messages (for example
during major breakdown) to reduce
complaints at call center.

• Features involved are Power Outage status,
Last three Consumption & five payment
details, new connection request etc.
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IT Interventions : Feature-rich Website

Website-Google integration for various TPDDL’s Locations on Map

– Links to locate TPDDL Offices, Consumer Care Centers, TPDDL Bill Payment Centers, Any Time
Payment Machines (ATPM), Vocational Training Centers and Women Literacy Centers on Google
Maps has been provided to consumers on TPDDL website.

– The system also informs consumers about the “nearest Cash Collection Centers” from his / her CA
No.

– This information is made available through integration of GIS and Website.
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IT Interventions : SMRD

The application is highly secured 
with domain passwords.

User cannot operate any application 
or any options like camera, calling, 
Music etc., because NHCL has locked 
all the options.

User can operate only NHCL 
application.

Device has two level security to 
operate i.e., Through Admin and 
User.

89



67

Future Roadmap: Deployment of Mobility Solutions 
Protocol 

Sheet 
Entry

Outage 
Management

Meter Reading & 
Collection 

Application

Revenue 
Recovery 
Activity

• To reduce time 
gap between 
actual site activity 
and protocol 
sheet data entry

• Automated GPS 
location tagging 
along with 
photographs of 
premise and 
meter

• Optimization of 
office & field 
teams

• Allocation of 
OMS complaints 
based on crew 
location

• Faster closure  of 
OMS orders

• Real time 
tracking of 
meter readers

• Meter reading 
through smart 
device 

• Capture Proof of 
Bill delivery

• Option to take 
photos of 
incidents & 
assets

• Automated 
GPS location 
tagging

• To reduce 
time gap 
between 
actual site 
activity and 
DO related 
data entry
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Critical Drivers – Employee Engagement  Survey (EES)

EES 2013

Critical Drivers

Talent 
Management

Relationship with 
Manager

Performance 
Management

Senior 
Leadership



Tie up with A Grade Inst. & 
focused training for fast 

track 

Employee Exchange EAP 

Youth Power Confluence HR Connect

Coffee with Manager

Sports Club Cultural Club

WOW! Card Decentralized Training “HUMRAHI” “ULLAS”

Our Employees



Picnic Grant Decentralized R&R One to One Mobile App

Planning For Retirement Business Plan Competition 

Action Plan Workshop 
:Employee Engagement Results

Recruitment on roll : 
Employee Ward & BA 

employees
Theme Based Lecture

BA Sports Meet Fast Track Promotion Employee of the month “Manthan”

Our Employees

http://www.google.co.in/url?url=http://www.rediff.com/money/slide-show/slide-show-1-for-faster-promotion-join-the-banking-sector/20110211.htm&rct=j&frm=1&q=&esrc=s&sa=U&ei=YjvCVL_DNIL28QXs5oDYAQ&ved=0CBUQ9QEwAA&usg=AFQjCNHsEuw9CrQahOpdA3iUoylrHujC4Q


Employee Delight - Bonding & Fun @ Work
• Various Cultural & Music Clubs formed in

decentralized way to provide the employees of
TPDDL a holistic platform to exhibit their talent
& unique skills in out of work areas

• Manthan – Inter Cultural Club Competition

• Ullas – Employee Mela

• Humrahi - Street Fete - an Initiative for
fun@work on lines of Raahgiri

• Engaging Employees through CSR Initiatives

• Sports Meet and Inter Circle Sports
Competition

• Organised Tour to Historical places /
monuments
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Employee Delight - Youth Power Confluence

• Unique Platform for integration of Strength
and Potentials of different generations –
Management Team Member and Trainee
Batch

• Formation of Teams on Random Selection -
Team Leader heading a team of 9-10 Young
Professionals.

• Series of Events and Competitions – Quiz, B
Plan, Sports Event, Art Competition, Talent
Show etc.

• Forum for

• To encourage new ideas and thoughts
and identify Potential Young Leaders/
Thinkers

• New Joinees to showcase their talent
and ideas.

• To Create a Culture of Fun@Work.
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Employee Engagement – Overall Results

2015

EES SCORE – 79%

Coverage – 88%

2011

EES SCORE – 71%

Coverage – 67%

2013

EES SCORE – 72%

Coverage – 86%



• Formation of Distribution Operation & Safety
Excellence Centre (DOSEC) for Safety Training

• Competency Assessment – Training as per gap
analysis

• Employment opportunity to BA Employees

• BA R&R Ceremonies

• Annual BA sports meet

• Nodal Officers for District & location to ensure BA
Compliances and address Grievance

• CSR Initiatives - Vocational training, Mobile
Dispensary, Drug-de addiction camp, Joint education
programme Central Board of Workers Education &
participation in world environment day & tree
plantation activity

• Medical fitment checks

Initiatives : Business Associates
103
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Innovation through 
Employee 

Engagement

Sustainability Knowledge & Visual 
Management

Process & Execution 
Excellence

IMS Framework, 
BCMS

Vision 2022 -
Energy & Water 
Neutral, GRI/G4

TATA Innoverse, 
Innovista, 
SHINE, QC

Sanchay, 
SEEKH, 5S 
Concepts

Effectiveness measured through 
Deep Dive/TBEM 

Assessments/Audits

Aligning with Strategic Intent



SHINE,
QC,

PRAYAAS

Reviews,  
BSC Targets, 

Audit/Assessment 
findings

Vision 2022
Innovation 

Council 

Strategy
Idea Generation and 

Selection
Project Execution

Strategic Intent Challenge Ideas Project Portfolio Implementation

Product/
Services

Process
Business 
Model

Breakthro
ugh

Increment
al

Improvem
ent

Innovation Management @ TPDDL

• Guided by Innovation Council
• Supported by Collaborations
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Strategic Initiatives – Business Services

• Develop business model for distributed energy resources with
emphasis on solar (Study with E3 & Grant by USTDA)

• Advocacy for Finalization of Delhi Roof Top Solar Policy

Roof Top Solar

• Tie up with BEE & EESL for promotion of Energy Efficient
Equipment

• Roll Out of DELP LED Distribution Scheme for TPDDL Customers
DSM

• Lease of 30+ Substation Sites for Telecom Infrastructure
• Installation of 10 E-Charging stations for E Vehicles

Asset Sweating

• Marketing with KCG & Xpress Customers like Cold Storage, Flour
Mills and Rice Mills etc. for ESCO Services

ESCO

• Identification of solar potential of 400 MW in TPDDL area
• Installation of Roof-top solar plants in consumer premises
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Demand Side Management



TPDDL’s Solar Journey 

• TPDDL pioneered in the ‘Demonstration
Programme on Tail End Grid Connected Solar
Power Plants’, an initiative of Ministry of New and
Renewable Energy (MNRE), Govt. of India.

• Commissioned eight Solar Plants under this
prestigious program

• TPDDL has fifteen Solar Projects in its own
premises with capacity 1.65 MW

• One Mega Watt Class of Grid connected Solar
Plant at its Central Stores at Keshavpuram, which
is a unique project where dual utilization of land
has been achieved by creating a roof top solar
plant over a fully functioning open material store.

• TPDDL has set up twelve 1 KW capacity
standalone Solar lighting system in RWA Porta
Cabins in New Delhi Municipal Corporation area
under “My Delhi I Care” scheme of Govt. of
Delhi.

1st Rooftop Megawatt 
Solar & Tata Innovista

Finalist 
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Consumer/ 

Third Party
TPDDLOEM

Government –

Policy / 

Programmes

Rooftop Solar 

PV System

Consumer 

Panel

SM

Flow of Funds

Flow of Energy

NM

Service Charges

Installation

Net Metering 

Agreement – TPDDL 

& Consumer

Subsidy / Fiscal 

Incentives

Payment for 

Excess Injection

Solar Plant 

Charges

• Highest Solar Grading as System Integrator and Project Developer received from ICRA.

• Empanelled as first Utility Channel Partner with Ministry of New & Renewable Energy, GoI

• TPDDL Initiative for providing Value Added Services to consumers on Solar Project received DERC 

Approval

• Three Turnkey Solar Project Installation Agencies with Highest Grading have been empanelled

• Association for framing  BIS Standard for smart meter(whole current) to be used in Solar Projects.

Future Roadmap : Rooftop for Consumers
116
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Innovation through Collaborations…Why

• Access to latest technologies in 
developed markets

• Access to world class R&D 
facilities

• Customization of products to 
suit local contexts and 
regulatory environment

• IT Experience/ Academic 
Experience Convergence with 
Domain Experience

• New Business Opportunities

• Access to Funds for establishing 
Proof of Concept

Technology Partners

Research Partners/ Institutes

Catalysts/ Funding Partners

Illustrative not Exhaustive

Philosophy of Collaboration

Enabling 
Vision 2022

Great 
Places To 
Work For 

India

Single Digit 
AT&C Loss (7%)

Complaints, 
Accidents
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Campinas, Brazil

Smart Metering Center, 

loss reduction, 

communications

Queanbeyan, Australia

IN strategy and customized IN 

blueprint, organizational impact 

of smart grid, IN Research & 

Demonstration Center

New Delhi, India

Smart grid 

governance 

structure, smart 

grid roadmap 

Benchmarking

San Diego, CA USA

Smart grid system 

implementation,  

condition based 

maintenance, 

OMS/DMS, smart grid 

communication strategy

Houston, TX USA

Advanced metering 

system implementation, 

integration and PMO, 

MDM and HAN, Smart 

Meter Texas

Charlotte, NC USA

Optimized energy value 

chain minimizing need for 

new fossil generation 

units, AMR-to-AMI 

strategic transition, 

advanced feeder 

modeling Washington, DC USA

IUN blueprint, 

outage 

management,  

notification, AMI

Copenhagen, Denmark

VPP, EDISON, DMS 

integration, CBM

Paris, France

Sensing & control, asset optimization for 

fault prevention, smart grid for Co2 

reduction, AMM & communications networkDallas, TX USA

Advanced metering 

system implementation, 

integration and PMO, 

MDM, Business 

Analytics, Security, Smart 

Meter Texas

Arnhem, The Netherlands

Organization-wide smart grid 

vision and strategy, smart grid 

PMO, fraud detection

Seoul, South Korea

Nuclear generation, 

Jeju test bed, 

Renewable 

integration, EVs, 

Grid automation 

Tokyo, Japan

Low carbon 

generation, EVs, 

Rooftop PV, 

Efficient buildings, 

AMI, Storage, 

Grid Reliability

TPDDL’s Collaboration with GIUNC Members

Düsseldorf, Germany

Efficiency, Renewables 

Integration, Grid Quality, 

Intelligent Substation

TPDDL’s Collaboration with GIUNC Members

http://images.google.com/imgres?imgurl=http://investors.centerpointenergy.com/common/alerts/HOU/default/logo.gif&imgrefurl=http://investors.centerpointenergy.com/releasedetail.cfm?ReleaseID=296540&h=90&w=260&sz=8&hl=en&start=1&tbnid=YmdDkRHdEZwgtM:&tbnh=39&tbnw=112&prev=/images?q=Centerpoint+Energy+logo&gbv=2&hl=en&sa=G
http://images.google.com/imgres?imgurl=http://www.pepcoholdings.com/_res/images/content/logo-phi.gif&imgrefurl=http://www.pepcoholdings.com/&h=47&w=260&sz=2&hl=en&start=3&tbnid=UeHbmG8HIRTFaM:&tbnh=20&tbnw=112&prev=/images?q=Pepco+Holdings+Inc+logo&gbv=2&hl=en&sa=G
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Major Areas for Collaboration

Home Automation Products

Roof Top Generation

Microgrid

Automated Demand Response

Demand Side Management

Smart Grid Lab

E-charging

Smart Meters

ESCO
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People (Social)

- Education:  Women 
Literacy, Scholarships to 
SC/ST students, Remedial 
classes

- Employability:  
Vocational Training

- Entrepreneurship: SHG 
formation, Water ATMs & 
training

- Health: Drug De-
addiction camps, Mobile 
dispensaries, RO water 
plants

Planet (Environment)

- Environment 
Management: Energy 
conservation, Water 
harvesting, RPO, Tree 
Plantation

- Pollution Prevention: 
Car Pool, Promoting 
Climate 
Consciousness, ISO 
14001

Profit (Economic)

- Cost Savings: Energy 
Management, Demand 
Side Management, 

- R&D: Solar Rooftop 
Power, Smart Grid, 
ESCO

Addressing Sustainability – Triple Bottom Line
Introduced “Social” perspective in BSC to ensure focus on Sustainability:

“Drive Sustainable Community Development & Environment Consciousness”
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Areas of Focus
• Health Awareness 
• Advertisement of drug de addiction  camps
• SHG formation & training
• Handling operation of RO water plants
• Bill Distribution, Arrears collection work & Brand Ambassadors

Women Literacy Centres

• Locations identified in consultation with WLCs
• Health Check up of the students  registered for tutorial classes
• Regular health Check-ups at orphanages
• Health-Check-up camps organized for IWAs
• Covers BA employees from various office locations

Mobile Dispensary 

• During camps - awareness about  VT & WLC centers  
• Extended benefits  to beneficiaries of near by night shelters 

Drug 
De-addiction camps

• Scholarship to SC/ST students
• Eligible for Vocational Trainings 
• Support for SC/ST students  - ITI / Diploma / professional courses
• Health check ups of  students
• Educational support in Govt school under our AA scheme.

Education

• SHG formation
• Self Defense Training
• Tie-Up with IWA’s for placements/ sponsorships 
• Placement Linkages with FMCG brands e.g. West Side, KFC, CCD, Pizza 

Hut

Vocational Training 
Program



Inauguration on RO Plant Affirmative Action 

Women Literacy Center Mobile Dispensary

Initiatives : Corporate Social Responsibility 
126
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Impact : Change in Mindset of Slum Residents

Payment at Doorstep Camp Connection

Pay-n-Win for JJ Clusters
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Impact : Beneficiaries & Volunteering

2015

Volunteers – 2720

Beneficiaries – 2,00,000+

2014

Volunteers – 2566

Beneficiaries – 1,50,000+

2013

Volunteers – 2074

Beneficiaries – 1,00,000+
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Leveraging Capabilities : Business Development 

Objectives of Business Development:
• Leveraging Core Strength 
• Revenue Generation
• Business Acquisition
• Employee Engagement

Shaping Tata Power’s Growth Plan

• Footprints in Nigeria
• Helped TPC with footprint in Nigeria EKO DISCOM through TATA  POWER 

International Pte Ltd 
• Entrant into DF model
• Increase foot print in Africa
• Qualifying TPC in the EOI stage for Guinea in the PPP framework. 
• Signing MOU for green field project development in Kenya
• Empanelment in Egypt for Solar Business
• Increase Footprint in Transmission Eco System
• Helped TATA POWER in signing MOU with RECPTCL for preparing DPR & feasibility 

report for Transmission Corridor. 



Target Market Segments 

Distribution Opportunities in 
Domestic / International 
Market

Investment Projects Technology 
Projects (SCADA / IT / ERP / AMI) 
OMS / GIS / Smart Grid )

Implementation services for 
Technology Based Projects -
IT / AMR / GIS / ERP etc.

Revenue Sharing / Transaction 
based Model

Capacity Building
Functional Consultancy / 
Distribution Solution
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Leveraging Capabilities – Areas of Expertise

• Business Process Re-engineering 
• IT Initiatives
• Smart Metering Solutions
• GIS Implementation 
• Demand Side Management and Energy Efficiency

Project 
Management & 
Consultancy 

• SCADA & Automation  
• Smart Grid
• Network Planning, System Improvement and O&M Services
• Loss Reduction Services 
• Power Generation - Renewable and Non- Renewable 

Technical
Advisory 

• Consumer Relationship Management
• Revenue Management
• AMR and Data Analysis
• Energy Audit Application
• Performance Management

IT Services

• Technical  & Management Strategy Services
• Open Access
• Capacity Building & Change Management
• Commercial Back Office for a Circle/Town/Utility
• Business Process Outsourcing

Managed 
Services
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Power Power MCD
Law & 

Order

Corruptio

n
Inflation

Transport
Corruptio

n

Corruptio

n

State 

Election

Social 

Security
Water

Social 

Security

Central 

Election
Power 

Corruptio

n
Water

Corruptio

n

Pollution Transport Water Water

Crime 

against 

women

Road 

Rage

Corruptio

n
Pollution Transport Power Inflation

Crime 

against 

women

2002 2004 2006 2008 2010 2012

Power is no more concern for Delhites TOI Survey :2013

As per the Delhi Human Development report 2013" TPDDL 's Service has been 

rated Second to DMRC

Power Supply No more Issue …Says Delhi

2015 (ET: 3rd Feb’2015) conducted by Taylor 
Nelson Sofres

Power Supply No More An Issue… Says Delhi
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Annual Greentech CSR Award 

(2015)

Key Recognitions

“National Award for Meritorious Performance”

(2004-05, 05-06, 07-08, 08-09, 12-13)

“Utility of the Year”

Asian Power Awards

(2006-2014)

Innovation for 

India Awards

(2014)

“Innovative Implementation of GIS”

Edison Electric Institute, USA

(2008)

Most Innovative DISCOM

(2014)

”Technology Award (OMS) ”

Asian Power Awards

(2012)

“Best Performing Utility- Urban”

Enertia Power Awards

(2012)
”IT Innovation Award (OMS)”

NASCOM & CNBC TV 18

(2012)

“Best Performing Private Discom”

Power Line Awards

(2013)

”Safety Convention Award”

(2009-2014)

“CII Innovation Awards”

(2014)

“Safety Innovation Award”

Institution of Engineers

(2009 - 14)

“Policy Advocacy Award”

Edison Electric Institute, USA

(2009)



871-1000

World Leader

751- 870

Benchmark 

Leader

651- 750

Industry Leader

551- 650

Emerging 

Industry

451- 550

Good 

performance

351- 450

Early improvement251- 350

Early Results
0 - 250

Early Development

600+

AT&C

53.1 %

AT&C

47.8%

AT&C

23.7%

Turnaround

Emerging 
Leader

Industry 
Eminence

AT&C

13.2%

AT&C

9.87%

7%

AT&C
Industry Leader

Benchmark  
Leader

516 in 2006

544 in 2008

564 in 2009

579 in 2010

581 in 2011

FY02-03

FY03-04

FY06-07

FY10-11

FY13-15

605 in 2014

650+ in 2015
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