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TSERC REGULATION No. 05 of 2016: �/�,�&�(�1�6�(�(�6�•
STANDARDS OF PERFORMANCE

Guaranteed Standards of Performance and Compensation to
Consumers in case of Default :

Sl.No Service Area Time Standard

Compensation payable in case of violation of standard

to individual consumer if the 
event affects a single consumer

to individual consumer if the 
event affects more than one 

consumer

VII. Meter complaints including Net Meter

i. 

Inspection and 
replacement of 
slow,fast/ creeping, 
stuck -up meters

Inspection within 7 days
in towns and cities and
within 15 days in rural
areas and replacement
within 15 days thereafter

Rs. 200 for each day of default Not applicable
ii.

Replace burnt 
meters if cause 
attributable to 
Licensee

Within 7 days

iii.

Replace burnt 
meters if cause 
attributable to 
consumer

Within 7 days of
receiving payment from
consumer

iv. Shifting of 
meter/service line Within 7 days Rs.200 for each day of default Not applicable





































Guaranteed Standards of Performance
Standard time Standard TSERC APERC MERC KERC KSERC

Meter complaints
i. Inspection and 

replacement of 
slow,fast/ creeping, 
stuck-up meters

Inspection within 
7 days in towns 
and cities and 
within 15 days in 
rural areas and 
replacement 
within 15 days 
thereafter

Inspection within 
7 days in towns 
and cities and 
within 15 days in 
rural areas and 
replacement 
within 15 days 
thereafter

Class 1 cities: 
4days
Urban Areas: 7 
Days
Rural Areas: 12 
Days

Inspect and check: 
Within 7 Days
replace slow, 
creping or stuck 
meter: Within 10 
dyas

Inspect and check: 
Within 5 Days
replace : Within 7 
dyas

ii. Replace burnt 
meters if cause 
attributable to 
Licensee

Within 7 days Within 7 days Within 
subsequent billing 
cycle 

Within 7 days

iii. Replace burnt 
meters if cause 
attributable to 
consumer

Within 7 days of 
receiving  
payment from 
consumer

Within 7 days of 
receiving  
payment from 
consumer

Within 24 Hours of 
payment of 
charges by 
consumer

iv. Shifting of 
meter/service line

Within 7 days



Guaranteed Standards of Performance
Standard time Standard TSERC APERC MERC KERC KSERC

Processing of application & intimation of relevant charges payable for new connection/sanction of additional load /Demand

i. All Cases – If connection 
feasible from existing 
network for release of 
supply

Within 2 working days 
of receipt of 
application

Transfer of ownership and conversion of services

i. Title transfer of 
ownership

Within 7 days along-
with necessary 
documents and 
prescribed fee, if any

Within 7 days along-
with necessary 
documents and 
prescribed fee, if any

Within 7 dyas of 
receipt of application

ii. Change of category Within 7 days along-
with necessary 
documents and 
prescribed fee, if any

Within 7 days along-
with necessary 
documents and 
prescribed fee, if any

iii. Conversion from LT 1-ph 
to LT 3-ph and vice 
versa

Within 30 days of 
payment of charges by 
the consumer

Within 30 days of 
payment of charges by 
the consumer

Within 30 days from 
date of payment of 
charges

iv. Conversion from LT to 
HT and vice versa

Within 60 days of 
payment of charges by 
the consumer

Within 60 days of 
payment of charges by 
the consumer



Guaranteed Standards of Performance

Standard time Standard TSERC APERC MERC KERC KSERC
XI. Resolution of complaints on consumer’s bill

i. If no additional 
information is 
required

Within 24 working 
hours of receipt of 
complaint

Within 24 working 
hours of receipt of 
complaint

Within 24 Hours Within 24  hours of 
receipt of 
complaint

ii. If additional 
information is 
required

Within 7 working 
days of receipt of 
complaint

Within 7 working 
days of receipt of 
complaint

durining 
subsequent billing 
cycle

Within 7 days of 
receipt of 
complaint

XII. Reconnection of supply following disconnection due to non-payment of bills

i. Cities and Towns Within 4 working 
hours of production 
of proof of 
payment by 
consumer

Within 4 working 
hours of production 
of proof of 
payment by 
consumer

Towns and cities: 
on the same days

ii. Rural areas Within 12 working 
hours of production 
of proof of 
payment by 
consumer.

Within 12 working 
hours of production 
of proof of 
payment by 
consumer.

Rural Areas: Within 
24 Hours of Receipt 
of payment from 
consumer



Summary of Overall 

performance standards 



Summary of Overall performance standards
Service area TSERC APERC KERC KSERC

Normal fuse-off calls
At least 99% calls received shall be rectified
within the prescribedtime limits in Citiesand
Townsand in Ruralareas

At least 99% calls receivedshall
be rectified within the
prescribed time limits in Cities
andTownsand in Ruralareas

99% 95%

LineBreakdowns At least 95% of casesbe resolvedwithin time
limit in CitiesandTownsand in Ruralareas

At least 95% of cases be
resolved within time limit in
Cities and Towns and in Rural
areas

95% 90%



Summary of Overall performance standards
Service area TSERC APERC KERC KSERC

Distribution
Transformerfailure

At least 95% of DTRsto be replaced
within prescribed time limits in Cities
andTownsand in Ruralareas

At least 95% of DTRsto be
replaced within prescribed
time limits in Cities and
Townsand in Ruralareas

95% 90%

Period of scheduled 
outage

Maximum duration in a
singlestretch At least  95% of cases be resolved within 

time limit
At least  95% of cases be 

resolved within time limit 99%
Restoration of supply
by 6.00 PM

Street Light Faults

Rectification of line
faults At least 90% cases shall be complied

within prescribedtime limits

At least 90% casesshall be
complied within prescribed
time limitsReplacement of

fused/defectiveunit



Summary of Overall performance standards
Service area TSERC APERC KERC KSERC

Continuity Indices

SAIFI
To be laid down in due course by the 

Commission
To be laid down in due 

course by the Commission
The standards will be laid down 

by the Commission

Urban areas: 98%
Rural areas:97.5%

Difficult areas: 97%SAIDI

MAIFI

Frequencyvariations Tomaintain supplyfrequencywithin 49–
50Hzasper IEGC

To maintain supply
frequency within 49–50.5
Hzasper IEGC

VoltageUnbalance Maximum of 3% at point of
commencementof supply

Maximum of 3% at point of
commencementof supply

LT:+6% & -6%
HT: +6% & -9%

EHT: +12.5% & -12.5%

%billing mistakes Not exceeding0.1% Not exceeding0.1%

%faulty meters Not exceeding3% Not exceeding3% Not exceeding 2.5%



Compensation payable in 

case of violation of 

standard 



Compensation payable in case of violation of standard
Standard Time Standard TSERC APERC MERC KERC KSERC

to individual 
consumer if 
the event 

affects a single 
consumer

to individual 
consumer if 
the event 

affects more 
than one 
consumer

to individual 
consumer if 
the event 

affects a single 
consumer

to individual 
consumer if 
the event 

affects more 
than one 
consumer

Rs. 50 per hour or 
part there of delay

Normal Fuse-Off

i.
Cities and townsRs.200 in each 

case of default

Rs.100 to each
consumer
affected Rs.50 in each 

case of default

Rs.25 to each 
consumer 
affected

Rs. 50 per hour or 
part there of delay

Rs.50 in each 
case of 
default

Rs.25 in each 
case of 
default

ii.
Rural areas Rs.200 in each 

case of default

Rs.100 to each
consumer
affected

Overhead Line/cable breakdowns

i.
Cities and townsRs.200 in each 

case of default

Rs.100 to each
consumer
affected Rs.50 in each 

case of default

Rs.25 to each 
consumer 
affected

Rs. 50 per hour or 
part there of delay

Rs.50 to each 
affected 

consumer

Rs.25 in each 
case of 
default

ii.
Rural areas Rs.200 in each 

case of default

Rs.100 to each
consumer
affected



Compensation payable in case of violation of standard
Standard Time Standard TSERC APERC MERC KERC KSERC

to individual 
consumer if 
the event 

affects a single 
consumer

to individual 
consumer if 
the event 

affects more 
than one 
consumer

to individual 
consumer if 
the event 

affects a single 
consumer

to individual 
consumer if 
the event 

affects more 
than one 
consumer

Rs. 50 per hour or 
part there of delay

Underground cable breakdowns

i. Cities and townsRs.200 in each 
case of default

Rs.100to each
consumer
affected Rs.50 in each 

case of default

Rs.25 to each 
consumer 
affected

Rs. 50 per hour or 
part there of delay

Rs.25 in each 
case of 
default

ii. Rural areas Rs.200 in each 
case of default

Rs.100to each
consumer
affected

Distribution Transformer failure

i. Cities and towns
Rs.400 in each 
case of 
affected

Rs. 200 to 
each 
consumer Rs.100 in each 

case of default

Rs.50 to each 
consumer 
affected

Rs. 50 per hour or 
part there of delay

Rs.50 to each 
affected 

consumer

Rs.25 in each 
case of 
defaultii. Rural areas

Rs.400 in each 
case of 
affected

Rs. 200 to 
each 
consumer



Compensation payable in case of violation of standard
Standard Time Standard TSERC APERC MERC KERC KSERC

to individual 
consumer if 
the event 
affects a 
single 

consumer

to individual 
consumer if 
the event 

affects more 
than one 
consumer

to individual 
consumer if 
the event 
affects a 
single 

consumer

to individual 
consumer if 
the event 

affects more 
than one 
consumer

Rs. 50 per hour or 
part there of delay

Period of Scheduled Outage

i. 

Maximum 
duration in  a 
single stretch 
consumer 
affected

Rs.400 in 
each case of 
affected

Rs. 200 to 
each 
consumer Rs.100 in 

each case of 
default

Rs.50 to each 
consumer 
affected

Rs. 50 per hour or 
part there of delay

Rs.50 to 
each 

affected 
consumer

Rs.25 in 
each case of 

default

ii. Restoration of 
supply

Rs.400 in 
each case of 
affected

Rs. 200 to 
each 
consumer 



Compensation payable in case of violation of standard
Standard Time Standard TSERC APERC MERC KERC KSERC

to individual 
consumer if the 
event affects a 

single consumer

to individual 
consumer if the 

event affects 
more than one 

consumer

to individual 
consumer if the 
event affects a 

single consumer

to individual 
consumer if the 

event affects 
more than one 

consumer

Rs. 50 per hour or part there of 
delay

Voltage fluctuations

i. 
No expansion/ 
enhancement of 
network involved

Rs.200 for each
dayof default

Rs.100 to each
consumer
affected for
each day of
default

Rs.50 for each
dayof default

Rs.25 to each
consumer
affected for
each day of
default

Rs 100 per week or part thereof 
for which voltage varies beyond 

the specified range:
Provided that compensation 

specified above shall be 
payable,—

(i) In Mumbai city and
Suburbs, Mumbai Metropolitan
Region and Pune Metropolitan

Region,
(ii) In all other Municipal 

Corporation areas at the end of 
one year from the notification 

of these Regulations :
(iii) Provided further that the 
Commission shall separately 

notified the date on which such 
compensation shall be payable 

in other areas, not covered 
above, in the State.

Rs.50 in 
each case 
of default

Rs.25 in each 
day of default

ii.
Up-gradation of 
distribution system 
required

Rs.400 for each
dayof default

Rs. 200 to each
consumer
affected for each
dayof default

Rs.100 for each
dayof default

Rs. 50 to each
consumer
affected for each
dayof default

iii. Erection of 
Substation

Rs.4000 for each
dayof default

Rs.2000 to each
consumer
affected for each
dayof default

Rs.250 for each
dayof default

Rs.125 to each
consumer
affected for each
dayof default



Compensation payable in case of violation of standard
Standard Time Standard TSERC APERC MERC KERC KSERC

to individual 
consumer if 
the event 

affects a single 
consumer

to individual 
consumer if 
the event 

affects more 
than one 
consumer

to individual 
consumer if 
the event 

affects a single 
consumer

to individual 
consumer if 
the event 

affects more 
than one 
consumer

Rs. 50 per hour or 
part there of delay

Meter complaints

i. 

Inspection and 
replacement of 
slow,fast/ 
creeping, stuck-
up meters

Rs. 200 for
each day of
default

Not applicableRs. 50 for each
dayof default Not applicable

Rs. 50 per weak or 
part there of delay

Rs.50 in each 
case of 
default

LT:Rs.25 in 
each day of 

default
HT:Rs.25 in 
each day of 

default

ii.

Replace burnt 
meters if cause 
attributable to 
Licensee

iii.

Replace burnt 
meters if cause 
attributable to 
consumer

iv.
Shifting of 
meter/service 
line

Rs.200 for
each day of
default

Not applicable



Compensation payable in case of violation of standard
Standard Time Standard TSERC APERC MERC KERC KSERC

to individual 
consumer if 
the event 
affects a 
single 

consumer

to individual 
consumer if 
the event 

affects more 
than one 
consumer

to individual 
consumer if 
the event 
affects a 
single 

consumer

to individual 
consumer if 
the event 

affects more 
than one 
consumer

Rs. 50 per hour or 
part there of delay

Transfer of ownership and conversion of services

i. Title transfer of 
ownership

Rs.200 for 
each day of 

default Not 
Applicable

Rs.50 for each 
day of default

Not 
Applicable

Rs.50 in 
each case of 

default

Rs.50 in 
each day of 

default

ii. Change of 
category

iii.

Conversion 
from LT 1-ph to 
LT 3-ph and vice 
versa

iv.
Conversion 
from LT to HT 
and vice versa

Rs.400 for 
each day of 
default

Rs.100 for 
each day of 
default



Compensation payable in case of violation of standard
Standard Time Standard TSERC APERC MERC KERC KSERC

to individual 
consumer if the 
event affects a 

single consumer

to individual 
consumer if the 

event affects 
more than one 

consumer

to individual 
consumer if the 
event affects a 

single consumer

to individual 
consumer if the 

event affects 
more than one 

consumer

Rs. 50 per hour or part 
there of delay

Resolution of complaints on consumer’s bill

i.
If no additional 
information is 
required Rs.100 for each 

day of default
Not Applicable

Rs.25 for each 
day of default

Not Applicable

Rs. 100 per weak or part 
there of delay

Rs.50 in each 
case of default

Rs.50 in each 
day of default

ii.
If additional 
information is 
required

Reconnection of 
supply following 
disconnection 
due to non-
payment of bills

i. Cities and Towns Rs.200 in each 
day of default

Not Applicable
Rs.50 in each 
day of default

Not Applicable

Rs. 100 per weak or part 
there of delay Rs.50 in each 

case of default
Rs.50 in each 
day of default

ii. Rural areas



Thank You



Maharashtra drawal-MW

DICS

Generation Load ISTS Drawl Generation Load ISTS Drawl

Maharastra 5804 9911.15 4107 11386 17936 6550

Q4 (2014-15) Average case Q1 (2015-16) Peak Case 


