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Distribution Sector



Pre-privatization: Delhi Power Situation in 2002

Age OldNetwork Unprofessional Culture

Poor Consumer ServiceOutdated Technology

High CorruptionEquipment Burn outs

High TheftInadequate Investment



Initial Challenges - 2002

NoDigiti zation
- LimitedComputerization / Absence of CRM for tracking and monitoring of
Customer Complaints

Absence of Customer Relation ship approaches
ɀvirtually no emphasis oncustomer comfort

Erron eous Customer Database
ɀ50% of customershad some form of an error

1,00,000 Billing Complaints
- 15% of the customer basecomplaints pending in files

20,000 appli cations pending for New Connections
- even Attri butechange (Name, Loadetc.) requests were pending for years

Regular Power Cuts, Black Outs & Brown Outs of 4-6 hours



Perceptible Change - Then

5

Long Power Cuts



Perceptible Change ïNow
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24 x 7 Power Supply 



Perceptible Change ïThen
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Erroneous BillsManual Processes Pending New
Connections



Perceptible Change ïNow
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Integrated Web Services for Desktops & Handheld Devices 



Perceptible Change ïNow

9

Details of the
customer &

Customer Count

Informa tio
n

of an

OutageOMSGIS SCADA
Details like repair histor y,
Crew comments,ETRalso

visible at SAP-CRM

Interact ive Voice
Response(IVR)

system

Outage status updated on
TPDDL website wi th estimated

t ime of restora tion

SAP-
CRM



Dilapidated Network 

LegacyéWe Inherited



Installation of Latest Substations, Circuit 
Breaker etc. along with Network 

Revamping 

LegacyéWe Changed



Vicious Circle of Un-sustainability

Å AT&C/Theft losses range 
between 53% to 60% of Input

Å Govt. Subsidies approx. USD 
240 Mn. per annum to bridge 
Revenue Gap

Å Pathetic Network Conditions

Å Billing Receivables close to 1 
year outstanding 

Å Poor Condition of Consumer 
Records

Å Consumer nowhere in 
focus/Regular black-outs and 
brown-outs of 4-6 hours

Financially 
unhealthy 
utilities

Need for Reforms

ÅInvestment needed to 
improve Network

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

ÅAT&C loss reduction and 
sector efficiency 
improvements required

ÅEnhance consumer 
satisfaction

ÅIntroduce Best Practices,
enhancing employee skill 
sets and morale

Our Inheritance

Power Scenario in Delhi in 2002



A new dawn on 1st*ÕÌÙ φττφȣ
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The Era Begins ɀ
Signing of Agreement between Tata Power & Delhi Government

Journey of Excellence ïstarted on 1st July 2002



× Asset valuation was 
done in Business 
Valuation Method

× License-based Regulated 
business for 25 years .

× Guaranteed 16% RoEon 
meeting AT&C  Targets. 

× Tariff set by regulator on 
cost plus RoEbasis.

Delhi Reform Model



Reforms Strategy

Improving Reliability and Quality of Power - Network / System Revamping  
-Run-Repair-Replace Options ɀCAPEX Plan Preparation                                                             
- Roadmap for Network Reliability & N-1 Redundancy

State of Art IT Interface for enhanced Consumer Services and Revenue 
Protection - Automation & IT Roadmap 

Understanding Customer Needs and Requirements                              
- Customer Satisfaction Survey                                                                                  

- Participation of Society / Meetings with Stakeholders

Commercial Process Reengineering ɀan industry first!                     
- 9 Module RCM                                                                                                                 -

Consumer Segmentation

Performance Measurement and Management                                                 -
Peer Competition through Monthly Score Cards                                                                             
- Roles & Responsibilities through specific JDs & KRAs of individuals

Establish TATA Brand Image                                                                                    
- Govern in the psyche of the Employees by Developing a Sense of Assurance                                          
- Social Audit and Corporate Sustainability



A holistic approach from all five quarters is essential for delivering sustainable stakeholder value 

Managing 
Transition

Financial 
Prudence

Government 
Support

Conducive 
Regulatory 

Environment

Change 
Management

Mitigating 
Employee and 
Union Issues

Managing Transition ïPublic Perception & Political 
Implications



Å Asset valuation -
Business Valuation 
Method

Å License-based 
Regulated business 
for 25 years.

Å Guaranteed 16% 
RoEon meeting 
AT&C  Targets. 

Å Tariff set by 
regulator on cost 
plus RoEbasis.

Financial Prudence

Change ManagementGovt. Support

Conducive Regulatory Envt. Mitigating Employee & Union Issues

A revamped Distribution Business Model ïPost Private 
Sector Participation



51:49 Joint Venture 
of The Tata Power Company Limited 

(Tata Power) 
and 

the Government of Delhi 
Formed on 1st July 2002 

in
License Area: North and North West Delhi  (510 sq. km)

ά¢ƻbe the most trusted and
admired providerof reliable,
competitive and sustainable
power and services, using
technology and innovative
solutions and be the utility
of choice for all
stakeholdersέ

One of the Most Successful Private Power Distribution Utility

TATAPOWER ςDDL IS CERTIFIED WITH

ISO 
9001:2008

ISO 
14001:2004

OHSAS 
18001:2007

ISO 
27001:2005

SA
8000 : 2008

Tata Power Delhi Distribution Limited
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MAKING A DIFFERENCE

One of the Most Successful Private Power 
Distribution Utility

License Area: North and North West Delhi  (510 
sq. km)

License Period : 25 years

Parameter Unit JulyΨ02 aŀǊŎƘΨмт% change

OPERATIONAL PERFORMANCE

AT&CLosses % 53.1 8.59 85%

SystemReliabilityςASAI-AvailabilityIndex % 70 99.51 41%

TransformerFailureRate % 11 0.84 90%

PeakLoad MW 930 1791 85%

Lengthof Network Ckt. Km 6750 15378 128%

StreetLightFunctionality % 40 99.41 150%

CONSUMER RELATED PERFORMANCE

NewConnectionEnergizationTime Days 51.8 5 90%

Meter ReplacementTime Days 25 5 80%

ProvisionalBilling % 15 0.86 94%

DefectiveBills % 6 0.13 98%

BillComplaintResolution Days 45 4 91%

MeanTimeto RepairFaults Hours 11 1.50 87%

CallCenterPerformance- ServiceLevel % - 95

PaymentCollectionAvenues Nos. 20 6725 33525%

ConsumerSatisfactionIndex % - 90

OTHERS

Capex(Cumm) Mn USD 187 984 428%

Consumers Count 7 Lacs 15.8Lacs 126%

Employees Count 5600 3537 37%

Transformation at a Glance



Consistently Exceeding Targets

AT&C Loss Reduction

ÅThecumulativesavingsto DelhiGovernmenthasbeennearlyRs. 54000crs. dueto DelhiDiscomsand Rs. 18000crs. on accountof TPDDL. Thishasallowed the Government
to utilize fundsin other infrastructural developmentactivities suchasMetro rails, building elevatedroads,flyovers,educationsupportandsocialsupport.

ÅThetotal benefit of reductionof losseswaspassedon or usedto offset the increasein procurementpriceof power and benefit of this waspassedto the consumersof Delhi
by keepingpower tariff low. If this reductionin losseswould not havetaken placeand in BusinessAsUsualscenario,the averagetariff in Delhiwould havebeenRs. 15.16
perunit insteadof presentavg. tariff of Rs7.60perunit.

Transformation at a Glance



Prioritizing Focus

Unique Efforts 
appreciated 

nationally and 
internationally

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

Initiatives: AT&C Loss Reduction

Support by 
Big Data 
Analytics

Tata Power-DDL: Initiatives


