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JOINT ELECTRICITY REGULATORY COMMISSION
(For the State of Goa and Union Territories)
NOTIFICATION

Gurugram, the 27th May, 2024

Joint Electricity Regulatory Commission for the State of Goa and Union Territories (Standard of
Performance for Distribution Licensees) (First Amendment) Regulations, 2024

No. 19/20/2015-JERC/1680-In exercise of the powers conferred under Section 181(1) and 181 (2) (za &
zb) of the Electricity Act, 2003, the Joint Electricity Regulatory Commission (for the State of Goa & Union
Territories) hereby makes the following amendments in the Joint Electricity Regulatory Commission for the State of
Goa and UTs (Standards of Performance for Distribution Licensees) Regulations, 2015 (hereinafter referred to as the
Principal Regulations).

1) Short Title, Commencement and Extent

(a) These Regulations may be called the Joint Electricity Regulatory Commission for the State of Goa and Union
Territories (Standard of Performance for Distribution Licensees) (First Amendment) Regulations, 2024.

(b)  These Regulations shall come into force from the date of their publication in the Official Gazette.

(c)  These Regulations shall extend to the State of Goa and the Union Territories of Andaman & Nicobar Islands,
Lakshadweep, Dadra & Nagar Haveli and Daman & Diu, Puducherry and Chandigarh.

2) AMENDMENT IN REGULATION 4 OF THE PRINCIPAL REGULATIONS:
(i) Following shall be inserted after Regulation 4.1 (g):

A g(a) Customer Average Interruption Duration Index (CAIDI) means the average interruption duration of the
sustained interruptions (each longer than 3 minutes) for those who experienced interruptions during the reporting
period, as specified by the commission.

g(b) CUSTOMER AVERAGE INTERRUPTION FREQUENCY INDEX (CAIFI) MEANS THE AVERAGE
INTERRUPTION FREQUENCY OF THE SUSTAINED INTERRUPTIONS (EACH LONGER THAN 3
MINUTES) FOR THOSE WHO EXPERIENCED INTERRUPTIONS DURING THE REPORTING PERIOD, AS
SPECIFIED BY THE COMMISSION.

(ii) Following shall be inserted after Regulation 4.1 (1):

I(a) Momentary Average Interruption Frequency Index (MAIFI) means the average number of momentary
interruptions (each less than or equal to 3 minutes) per consumer occurring during the reporting period, as specified by
the commission.

(iii) Following shall be inserted after Regulation 4.1 (p):

p(a) System Average Interruption Duration Index (SAIDI) means the average duration of the sustained interruptions
(each longer than 3 minutes) per consumer occurring during the reporting period, as specified by the commission.

p(b) System Average Interruption Frequency Index (SAIFI) means the average frequency of the sustained
interruptions (each longer than 3 minutes) per consumer occurring during the reporting period, as specified by the
commission.

3) AMENDMENT IN REGULATION 8 OF THE PRINCIPAL REGULATIONS:
(i) Regulation 8.1 shall be substituted as under:
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If the licensee fails to meet the specified standards of performance, the licensee shall pay compensation to the affected
consumer as per in Schedule-I of these Regulations.

(ii) Regulation 8.3 shall be substituted as under:

The payment of compensation shall be made to the affected consumers as per the rates specified under Schedule III of
these Regulations by way of adjustment against current and/or for future bills from supply of electricity within 90 day
from the date of violation of specified standards.

(iii) Following shall be inserted after Regulation 8.3:

8.3a  In case, the licensee fails to pay the compensation amount as laid down in Schedule-III of these Regulations,
the aggrieved consumer(s) may approach the respective Consumer Grievances Redressal Forum (CGRF) to seek such
compensation.

8.3b CONSUMER SHALL BE AUTOMATICALLY COMPENSATED FOR THOSE PARAMETERS WHICH
CAN BE MONITORED REMOTELY WHEN IT CAN BE SUCCESSFULLY ESTABLISHED THAT THERE IS
A DEFAULT IN PERFORMANCE OF THE DISTRIBUTION LICENSEE.

8.3c The distribution licensee, within six months from the date of notification of these Regulations shall create an
online facility on which consumers may register their complaints and claim the compensation. The information in this
regard shall be widely circulated amongst consumers through appropriate means including mass media, bills, SMS, e-
mails or by uploading on licensee’s website.”

4) AMENDMENT IN REGULATION 9 OF THE PRINCIPAL REGULATIONS
(i) Following shall be inserted after Regulation 9.5:

9.5a  The licensees shall endeavour to provide all services through a common Customer Relation Manager (CRM)
System to get a unified view of all the services requested, attended and pending, at the back end for better monitoring
and analysis.

9.5b  The CRM shall have facilities for SMS, email alerts, notifications to consumers and officers for receipt of
application, completion of service, change in status of application, etc; online status tracking and auto escalation to
higher level, if services are not provided within the specified time period.

(ii) Following shall be inserted at the end of Regulation 9.6:

The distribution licensee shall arrange to give due publicity through media, TV, newspapers, website and by
displaying in boards at consumer service related offices to bring awareness for consumer rights, standards of
performance, compensation provisions, grievance redressal, measures for energy efficiency and any other schemes of
the distribution licensee.

(iii)  Following shall be inserted after Regulation 9.7

9.8 The distribution licensee shall make available manual of procedure for providing common services and
handling customer grievances for reference of consumers at every office of the distribution licensee and downloadable
from its website.

9.9 The distribution licensee shall arrange to display feeder wise outage data, efforts made for minimising
outages, prevention of theft or unauthorised use of electricity or tampering, distress or damage to electrical plant,
electric lines or meter and results obtained during the year, on its website.

9.10 whenever the existing meters are to be replaced by any new technology meters, the distribution licensee shall
take adequate measures to create consumer awareness regarding the advantages of replacement of the existing meters.
distribution licensee shall issue a public notice in at least four daily newspapers. such information shall also be
displayed on the distribution licensee’s website and the distribution licensee shall indicate the area wise schedule of
dates for replacement of such meters.

5) Amendment in “Schedule-I Guaranteed Standards of Performance” of the Principal Regulations
Following shall be inserted after Clause 15 of Schedule-I:

15(a): Release of new electricity connection

Nature of request Timeline
. New connection/additional load where Metro Cities: within 3 days from receipt of application
supply can be provided from existing | complete in all respect in the appropriate form.

network

Urban/Municipal areas: within 7 days from receipt of
application complete in all respect in the appropriate form.

Rural area: within 15 days from receipt of application
complete in all respect in the appropriate form.
Rural area of Islands: 30 days from receipt of application
complete in all respect in the appropriate form.
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ii. | Extension work or enhancement of | The distribution licensee shall supply the electricity to such
transformer  capacity is  required/ | premises immediately after such  extension or
extension of distribution mains, or | commissioning within a period not exceeding 90 days.”

commissioning of new substations.

6) Amendment in “Schedule—II Overall Standards of Performance” of the Principal Regulations
(i) Following shall be inserted after Clause 8 of Schedule-II:
8 a Release of new electricity connection:

The Licensee Shall Achieve the Standards of Performance as Specified at sl. No. 15a of Schedule-I of these
Regulations.

(ii) Clause 15 of Schedule-II shall be substituted as under:

15a the distribution licensee shall supply 24x7 power to all consumers. however, the commission may prescribe lower
hours of supply for some categories of consumers like agriculture in business plan/tariff order.

15b there shall be a uniform system of recording and reporting of distribution system reliability performance. the
same reliability indices shall be imposed on all licensees. the performance target levels set by the Commission
shall be unique to each licensee to be based initially on the historical performance of licensee and the same shall
be set in the Business Plan.

(iii) Clausel7 of Schedule-II shall be substituted as under:

The licensee shall compute value of the distribution reliability indices viz. SAIFI, SAIDI, MAIFI, CAIFI and
CAIDI separately for the Urban Area, Rural area as per the formula and methodology as specified at Sl. No.
18 in this Schedule.

The distribution licensee shall put in place a mechanism, preferably with automated tools to the extent possible
for monitoring and restoring outages.

(iv) Clause 18 of Schedule-II shall be substituted as under:

18. The indices shall be computed for licensee as a whole by stacking, for each month all the 11kV feeders in
the supply area and then aggregating the number and duration of all interruptions in that month for each
feeder. The indices would then be computed using the following formulae:

a. SAIFI = ¥ (A; x NJ/N,
b. SAIDI = ¥P,(B; x NJ/N,
c. MAIFI =EL (G x NJ/N,

d. CAIFI = £, (4; x NJ/N,
e. CAIDI =X ,(B; x N;J/N,
where,

A= Total number of sustained interruptions (each longer than 3 minutes) on i Feeder for the month.

Bi= Total duration of all sustained interruptions (each longer than 3 minutes) on i Feeder for the month.

Ci= Total number of momentary interruptions (each less than or equal to 3 minutes) on i Feeder for the month.
Ni=Number of Consumers of i feeder affected due to each interruption.

N=Total number of Consumers at 11kV feeders in licensee's supply area.

N.= Total number of Consumers at 11kV feeders in licensee's supply area who experience interruptions during
the reported period

n = Number of 11 kV feeders in licensee's supply area (excluding agricultural feeders)

Note:

(a) The feeders must be segregated into Urban area and Rural area and the value of the indices must be reported
separately for each month.

(b) Licensee shall propose the target level of these indices annually at the time of submitting ARR. The
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Commission would thereafter notify these indices.

(v) Following shall be inserted after Clause 18 of Schedule-II

19.  In view of the increasing pollution level particularly in the metros and the cities with a population 100,000
and above, the distribution licensee shall endeavor to ensure 24x7 uninterrupted power supply to all the
consumers, to avoid running the diesel generator sets.

20. The consumers, who are using the diesel generator sets as essential back up power, shall endeavor to shift to
cleaner technology such as renewable energy with battery storage etc., within five years from the date of
commencement of these Regulations.

21. The process of giving temporary connections to the consumers for construction activities or any temporary
usage and the like shall be simplified by the distribution licensee and connection shall be provided not later
than forty-eight-hours and within seven days in case augmentation of the distribution system is required. This
shall avoid any use of diesel generator sets for temporary activities in the area of the distribution licensee.

22. The temporary connection shall be through a pre-payment meter or through consumer meters as defined in the
Central Electricity Authority (Installation and Operation of Meters) Regulations as amended from time to
time.

7)  AMENDMENT IN “SCHEDULE-IIT COMPENSATION” OF THE PRINCIPAL REGULATIONS

(i) Schedule-III shall be substituted as under:
In case of failure of licensee to meet the guaranteed Standards of Performance as specified in Schedule-I of
these Regulations, compensation shall be payable to the consumer, as shown in the table below:
Compensation payable
to individual
consumer in case of
S.No. Performance Parameters Standard violation of Standard Automatic/Manual
(default shall be
considered from the
time consumer has
made complaint)
L Billing of Consumers
1 Raising of Final Bill Within 2 Billing Cycles 10% of the Billed
' amount  subject to
maximum of Rs. 500/-
5 In case Bills are raised Rs 500/- for each case
’ even after disconnection
on consumer's request
Resolution of Billing | Resolve within 7 days of | Rs 100/- for each day of .
3. . . . . Automatic
Complaints receipt of complaint, if no | default
additional  information is
required. If required, within 7
days of receipt of additional
information
4 Consumer requiring upto | Licensee to carry out special | Rs 100/- for each day of
) date bill reading and prepare final bill | default
within 7 days
II. Transfer of consumer's connection and conversion of services
5 Change of consumer's | Within 2 Billing Cycles of
’ name due to change in | acceptance of application
ownership/ occupancy for
property
Transfer of consumer's | Within 2 Billing cycles of Rs 100/- for cach day of .
6. . . default Automatic
name to legal heir acceptance of application
7 Load Reduction 30 days after receipt of the
) application
] Change of Category Within 10 days of acceptance
) of application
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Shifting of Meter/Service

Within 30 days of consumer

o Line etc. depositing  the  estimated
amount for which the licensee
is allowed 30 days.
I11. Release of new electricity connection
10 New Metro Cities: within 3 days
' connection/additional from receipt of application
load where complete in all respect in the
supply can be provided | appropriate form.
from existing network Urban/Municipal areas:
within 7 days from receipt of
application complete in all
respect in the appropriate
form.
Rural area: within 15 days
from receipt of application
complete in all respect in the
appropriate form.
Rural area of Islands: 30
days from receipt of
application complete in all
respect in the appropriate
form.
11 Extension work or | The distribution licensee shall | Rs.200/- for. Each day | Manual
' enhancement of | supply the electricity to such | of default
transformer capacity is | premises immediately after
required/ extension of | such extension or
distribution mains, or | commissioning  within a
commissioning of new | period not exceeding 90 days.
substations
IV. . . .
Disconnection/Reconnection of Supply
12 Request for reconnection In case consumer requests for
’ reconnection within a period
of six months after dis-
connection, the Licensee shall | Rs 100/- for each day of Automatic
reconnect the consumer's | default
installation within 7 days of
payment of past dues and
reconnection charges.
V. Meter Complaints
13 Testing of Meter Within 30 days of receipt of
i complaint
14 Replacement of burnt | Within 6 hours of restoration
) meter supply by bypassing the burnt | Rs 100/- for each day of Automatic
meter. Meter to be replaced default
within 15 days.
15 Replacement of defective | Within 15 days of declaring
) meter Meter defective after testing
VL Power Supply failure
16 Fuse blown out or MCB | Within 4 hours for Urban
' Tripped (in case fuse or | arecas Within 12 hours in
MCB belongs to Licensee | Remote areas. Rs 40/- for each hour of .
. . Automatic
i.e. pole or feeder pillar default
fuse)
17. Service line broken service | Within 6 hours for Urban

line snapped from the Pole

areas within 12 hours for
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Rural areas
18 Fault in distribution line/ | Rectification of fault and
’ system thereafter =~ Restoration  of
normal power supply within
12 hours
Breakdown of | Rectification within 24 hours
19.
underground Cables
20 Distribution  transformer | Replacement of failed
' failed/burnt transformer within 24 hours in
Urban areas; Rs 300/- for each day of
Within 48 hours in rural areas; default
Within 60 hours in Remote
areas. Automatic
71 HT mains failed Rectification of fault within 12
) hours Rs 400/- for each day of
2 Problem in grid (11kV or | Repair and restoration of default
) 33kV or 66 kV) substation | supply within 48 hours
Failure of Power | As per 15.8 of Schedule-I Rs 1000/- for each day
23.
Transformer of default
VIIL .
Voltage fluctuation
Local problem on | Within 3 days Rs 100/- for each day of
24.
Transformer default
25 Distribution network | Within 15 days for LT System | Rs 200/- for each day of
’ problem where no | Within 30 days for HT System | default
expansion on enhancement
of network is involved Automatic
26 Distribution network | Within 180 days Rs 500/- for each day of
’ problem, if upgradation of default
distribution system
including erection and/or
enhancing capacity of sub-
station is required
8) AMENDMENT IN “ANNEXURE- I1I” OF THE PRINCIPAL REGULATIONS
(I) S.No. 3 of Annexure-III shall be substituted as under:
(a) SAIFI
A; = Total number
Ni = Number . N&= Total =Y (Ai xNj)
of sustained
of Consumers | . . number of For all 11kV
£ foed interruptions (each C ) feed
of i feeder onsumers a eeders
S1.No. Month longer than 3 . . SAIFI=(2)/(1)
affected due to : th 11kV feeders in excluding
minutes) on i . .
each licensee's agriculture
. . feeder for the
interruption supply (1) feeders (2)
month
I
N
Total
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(b) SAIDI
N; = Number of Bio:f ;?gﬂs(ti;féilon N= Total =2(Bi xNj)
Consumers of . . number of For all 11kV
i" feeder interruptions (each Consumers at feeders
S1.No. Month affected due to lqnger than .3[11 11kV feeders excluding SAIDI=2)/(1)
minutes) on i .o \ .
each in licensee's agriculture
interruption feeder for the supply (1) feeders (2)
P month UPPLY
1
N
Total
(c) MAIFI
Ci = Total
Ni = Number number of N¢= Total
momentary =>(Ci xNj)
of Consumers . . number of
of i feeder interruptions Consumers at For all 11kV
S1.No. Month affected due to (each less than or 11KV feeders feeders. excluding | MAIFI=(2)/(1)
equal to 3 . : agriculture
each . -th in licensee's
interruption minutes) on i supply (1) feeders (2)
feeder for the
month
I
N
Total
(d) CAIFI
N.= Total number
A= Total of Consumers at
Ni=Number of number of 11kV feeders in =>(Ai xNj)
Consumers of sustained licensee's supply For all 11kV
i feeder interruptions area who feeders _
SL.No. Month affected due to (each longer experience excluding CAIFI=2)(1)
each than 3 minutes) interruptions agriculture
interruption on i feeder for during the feeders (2)
the month reported period
(1)
1
N
Total
(e) CAIDI
Ni=Number Bi = Total N.= Total number of =y (Bi xNj)
of Consumers | duration ofall | Consumers at 11kV For all 11kV
of i feeder sustained feeders in licensee's feeders _
SL.No. Month affected due interruptions supply area who excluding CAIDE=Q2)(1)
to each (each longer experience agriculture
interruption than 3 interruptions during feeders (2)
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minutes) on i™ | the reported period

feeder for the (1)
month
1
N
Total

Note: The Distribution Licensee shall also upload such report on its website.
S.D.SHARMA, Secy. (I/C), JERC
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