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THE
JHARKHAND GAZETTE

EXTRAORDINARY
PUBLISHED BY AUTHORITY

No. 438 26, 8tvan, 1927(S) Ranchi, Wednesday, 17 August
2005

JHARKHAND STATE ELECTRICITY REGULATORY COMMISSION, RANCHI
NOTIFICATION

JSERC (DISTRIBUTION LICENSEES' STANDARDS OF PERFORM ANCE)
REGULATIONS, 2005

No. JSERC/Regulation/297A Date: 12th August 2005

In exercise of the powers conferred under Sectiin(txa) and (zb) read with Sections 57
59 of the Electricity Act, 2003 and all powers eirapit in that behalf, the Jharkhand S
Electricity Regulatory Commission (JSERC) herebgpnfes the following Regulatio
regarding the Distribution Licensees StandardsesfdPmance, namely:

1. Short title, commencement and interpretation:

(1) These regulations may be called the Jharkhaat &lectricity Regulatory Commiss
(Distribution Licensees' Standards of Performamtegulations, 2005.

(2) These regulations shall be applicable to e#isees engaged in distribution of electr
in the State of Jharkhand, including deemed license

(3) These regulations extend to the whole of tlaeStf Jharkhand.

(4) These regulations shall come into force ondae of their publication in the Jharkh:
State Gazette. However in order to give time totribistion Licensee for preparation,

Schedule Il of this Regulation shall come into effieom 2t of November 2005.

2. Definitions:
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(1) In these regulations, unless the context otlservequires:-
a) "Act" means the Electricity Act, 2003 read ongnction with its latest revisions.

b) "Area of supply"” means the area within whiditansee is authorized by his license
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10 distribute electricity.
¢) "Commission" means the Jharkhand State EletgtiRegulatory Commission;

d) "Low Tension/Low Voltage" means the voltage thHaes not exceed 230 Volts - Single Phase / 44@s\ol
Three Phase under normal conditions;

e) "High Tension/High Voltage" means the voltageesding 440 Volts but, not exceeding 33000 voltde
normal conditions;

f) "Extra High Tension/Extra High Voltage" meang toltage exceeding 33000 volts under normal caordif

(2) Words and expressions used and not definguesetregulations shall bear the same meaningthe ixct or ir
absence of any definition in the Act, the meanisg@nmonly understood in the electricity supplyusiay.

3. Guaranteed and Overall standards of performance:

The Standards specified in the Scheduiall be the Guaranteed Standards of Performdrerg the minimui
standards of service that a licensee shall maintnd the Standards specified in the Schetulghall be thi
Overall Standards of Performance, which the Licersd®ll achieve within, prescribed time frame i@ tlischarg
of his obligations as a Licensee.

4. Compensation:

(1) The licensee shall be liable to pay to thedéfié consumer/consumers compensation specified¢hedsileH
for Licensee's failure to meet the Guaranteed Stalsdof Performance specified in Schedul&he compensatic
amount shall be paid by the Licensee in the maspecified in Schedule-I1.

(2) The licensee concerned shall pay the compeamsegierred to under subdlause (1) above within ninety days
violation of a Guaranteed Standard of Performance.

(3) The liability of compensation under sub-clagsk above shall be applicable with effect froi#f Wovembe
2005.

Provided that in case of events affecting more thram consumer, the liability of compensation shallapplicabl
with effect from 1st November 2006 when the feedise, pole-wise and distribution transfornveise consume
indexing and consumer ledger should be available.tlds time the Licensees complete all the necg
arrangement MUST be completed by the Licensees.
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Provided further thatonsumer shall not be entitled to any compensatimter these regulations if he has
arrears dues payable to the licensee or has lgadfttt more than the sanctioned or contract load dddno
complaint has been lodged against him for unautkdruse or consumption of electricity under secti8s of thu
Act or he has no capacitor of required capacitiaifed in his premises as applicable.

(4) As the overall standards of performance spettiin the schedule Il of these Regulations do¢smmlve an
payment of compensation to the consumers for teggntt, the Distribution Licensees shall be liablestluce the
allowable efficient revenue requirement for fixatiof Tariff for their failure to meet the overallasdards fc
performance.

5. Information on Achievement of Standards of Perfomance :

(1) For Guaranteed Standards, each Licensee gsiraisii to the Commission, in a quarterly report amck
consolidated annual report, the following inforrati

(a) The levels of performance achieved by the Lsees with reference to those specified in Scheldtdethes:
regulations;

(b) The number of cases in which compensation vead pnder Clause 4 above of these Regulations,tlze
aggregate amount of the compensation payable apdidby the
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Licensee. This information will be provided categwrise for each category of IUC and RIAC Consunsassvel
as area-wise.

(c) The measures taken by the licensee to impreviemnance in the areas covered by Guaranteed &tisd

(2) For Overall Standards, each Licensee shalligbrio the Commission, in a half yearly report ande
consolidated annual report, the following inforroati

(&) The level of performance achieved with refeeet those specified in Schedule 11l to these rafguhs. Thi
information will be provided category wise for eardtegory of IUC and RIAC consumers as well as atisa.

(b) The measures taken by the licensee to imprevie@rnance in the areas covered by Overall Stasdard

(3) The Commission shall, at such intervals asay m™eem fit and not inconsistent with the provisiaf the Act
arrange for the publication of the information fisired by licensees under these Regulations.

The Licensee shall within one year of the publmatof these Regulations maintain a web site in Wwiddlowing
details shall be provided for public informatiorhi§ shall include but not be limited to

a) Licensee's Standards of Performance.
b) Metering specification.

c) Billing and payments system. (arrangement syealhade for on line payment by the consumer).
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d) Consumer complaints and redressal system.
e) Information provided to the Commission regardstgndards of

Performance maintained.
f) Billing data base of consumers.
g) Tariff.
h) Supply Code.
i) Safety precautions and contact number of licerdéces.
J) Details of accidents both minor and m..
6. Exemption :
(1) The standards of performance specified in thegalations shall remain suspended for a pericabasoved b
Commission on case to case basis during Force Magndition such as war, mutiny, civil commotioiof, flood.
cyclone, earthquake general strike, lockout, fifecing the licensee's installations and actigitidll force majo
events should be reported to the Commission witbidays from the date on which such condition aecur
(2) Non compliance of standards contained in thigifation shall not be treated as a violation o tBgulation an
the licensee shall not be required to pay any cosgien to affected consumers, if such violationassed due
grid failure or deficiency, a fault on the partTaansmission Licensee's network or on accountsifuistions give
by SLDC, on which distribution Licensee has no oeable control.
(3) The Commission may by a general or specialrasdeied for the purpose and after hearing therisee and tt
affected consumer absolve the Licensee from tHalitiato compensate the consumers for any defaulthe

performance of any standard if the Commission issfead that such default is for reasons other thlamse
attributable to the Licensee and further that tloehsee has otherwise made efforts to fulfill hsgations.
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7. Issue of orders and practice directions :

7.1 Subject to the provisions of the ElectricitgtA2003 and these regulations, the Commission fnay, time tc
time, issue orders and practice directions in kdarthe implementation of the regulations and edore to b
followed and various matters, which the Commissiaa been empowered by these regulations to spmcifyect.

7.2 In particular, the Commission may authorize @@mmmission staff or any independent agency to ed
periodical checks to monitor the compliance ofgtendards under these regulations by the lice
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8. Power to remove difficulties:

If any difficulty arises in giving effect to any dhe provisions of these regulations, the Commissiay, b
general or special order, do or undertake or diteeticensees to do or undertake things, Whicthénopinion ¢
the Commission are necessary or expedient foruhgoge of removing the difficulties.

9. Power of Amend

9.1 The Commission may at any time, vary, alterdifiycor amend any provisions of the regulations.

10. Savings

Nothing in these regulations shall affect the rsgahd privileges of the consumers under any o#tveiincluding th
Consumer Protection Act, 1986.

By the order of the Commission

Sd/-
A.K.Mehta

Secretary

Jharkhand State Electricity Regulatory Commission
SCHEDULE |

GUARANTEED STANDARDS OF PERFORMANCE
1. Restoration of Power Supply
1.1 Normal Fuse-off:The licensee shall restore power supply in the cdsiormal fusesff calls (replacing Hor
Gap (HG) fuses or Low Tension (LT) fuses at therithigtion transformer or rectification of failuré supply fron
consumer service line wire) within 8 hours of reasy the complaint affecting IUC consumers and witB6 hour
of receiving the complaint in RIAC areas. Indivitifiase-off calls at consumer premises, wherever the figudi
such nature that it requires shutting down the paueply affecting other unaffected consumers ahball not b
attended to between 6PM and 8AM except in casessérdial services like water supply, hospitals Dst
Establishments, Airports, Broadcasting Establishisyestc, and other important Government services.
In cases, where fuses have not been used anddnsteait breakers have been used, the Licensdeashange t
reset and recharge the circuit breakers and restqmaly within the above stipulated time.
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1.2 Overhead Line Breakdowns:In case of overhead line breakdowns, the licens@# snsure restoration
power supply within 8 hours of occurrence of breakd for [UC consumers and within 48 hours of ocence o
breakdown in RIAC areas.

1.3 Underground Line Breakdowns :In case of underground line breakdowns, the liceisé@ll ensure restorat
of power supply within 12 hours of occurrence addkdown for [UC consumers and within 48 hours auo@Enc
of breakdown in RIAC areas.

1.4 HT to LT Transformer failure: The licensee shall restore supply in the case di slistribution transform
failures by replacement of transformer within 4&ifsoof receiving the complaint for [IUC consumerd arithin 72
hours of receiving the complaint for RIAC consumers

1.5 HT to HT Transformer failure: The licensee shall restore supply in the case df stansformer failures |
replacement of transformer within 15 days of reicgj\the complaint from the consumers.

1.6 Period of scheduled outagesinterruption in power supply due to scheduled oesashall be notified by pub
announcement including newspaper publication mamgstart time and duration of outage by the lmEnat lea
24 hours in advance. Scheduled Outage shall na&eelx@2 hours in a day. In each such event, thasese sha
ensure that the supply is restored by 6:00 PM.

2. Quality of Power Supply:

2.1 Voltage Variations :

() The licensee shall maintain the voltages atgbiat of commencement of supply to a consumeriwitie limits
stipulated hereunder, with reference to declardthge:

(a) In the case of Low Voltage, +6% and - 6%

(b) In the case of High Voltage, +6% and -9%;

(c) In the case of Extra High Voltage, +10% and5%2
(if) Voltage hunting is not permitted.

(iif) On receipt of a voltage variation complaittie licensee shall verify if the voltage is varyiogtside the limit
specified in sub-paragraph (i) above and if condidythe licensee shall .

(a) Rectify the voltage variations to bring withgaid limit within 10 days of original complaintmfo extension/u
gradation of network is involved;

(b) Rectify the voltage variation to being it withsaid limit within 120 days, if ugradation of distribution syste
is required.

Provided that where a power substation (33/11 KWeuired to be erected to resolve the complthet]icense
shall within one month of receipt of such complaaobmit a proposal for erection of power siation togethe
with target date of completion and Commissioningsofth substations and get the same approved by
Commission.
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2.2 Harmonics:
() The licensee shall maintain the limits of harmeras per the stages prescribed hereunder:

Stage-1:The cumulative Total Voltage Harmonic DistortioFHD,,) at the Point of Commencement of Supply
each consumer connected at 132KV and above shhfhied to 3% .
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Stage-2:The cumulative Total Voltage Harmonic DistortiofHD, ) at the Point of Commencement of Suj
for each consumer connected at 33KV shall be lonioe3%.

Stage-3:The cumulative Total Voltage Harmonic DistortioFHD, ) at the Point of Commencement of Suj
for each consumer connected at 118hall be limited to 8 %.

(i) Stagel shall be effective on the expiry of one year frima date of publication of these regulations.
Commission will notify the Compensation amountsdefaults on this standard on commencement of $tage

(i) The Commission will specify the effective dates &tage-2 and Stadgeafter consultation with the licens
and consumers.

(iv) The licensee may measure/monitor the level of baios generation of any consumer and may as
consumer to comply with the specified standardgh&event of nowompliance, licensee may disconnect
supply with a prior one month notice.

2.3 Meters

() It shall be duty of the licensee to maintain theters fixed in consumers premises for electricuppdy in
operating and correct condition as per the spedibo prescribed in Electricity Rules 1956 till thpecification
are prescribed by the Authority after which the eashall be applicable. The licensee shall carrypewiodica
testing and calibration of meters as per the falhowschedule:-

(a) Single phase L.T meters - At least once eviggy(b) yrs.

(b) Three phase L.T. meters - At least once eV@ryrs.

(c) EHT/H.T meters - At least once every yr.

(i) In case of complaint by the consumer regardingeatefe meter, the licensee shall inspect and ¢
correctness of meters within 7 days of receivingglaint in urban areas and within 15 days in rarabs.

(i) If the meter is found defective, not working burstopped, or not recording accurately the licersesd
replace the meter within 15 days after it is s@ctetd.

(iv) The defective meters not recording accurately shalltested for accuracy within 45 days of recei
complaint from the consumer.
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3. Applications for New Connections/Additional Load:

3.1 The application for new Electricity supply servicennection/additional load shall be disposed ohinithe
time frame as provided in Clause 6.2 of Electri@typply Code.

4. Complaints about consumer's bills:

4.0 The licensee shall maintain billing system bothpbysical system and by Web based system i.e. sucos
can pay his bills either through the internet oygtally. Details of the bills of all the consumesball be
maintained on the web and a consumer can get slefdilis payment status by logging on to the spewiéb sitt
and asking payment details after entering a Custddeatification No. (CIN). How ever since wdiased syste
is not in place at present the date for makingcéiffe internet based billing and payment shall keided i
consultation with the licensee, which will be nigtif separately.

4.1 The licensee shall acknowledge the consumerisditomplaint immediately, if received in personiore-
mail and within 2 days, if received by post, stgtihere in clearly the serial no. and date of caimpl The
licensee shall redress/attend to the complaintrdauz electricity
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bills within 2 days of its receipt, if no additidnaformation is required to be collected and witf7i days c
receipt of complaint in case any additional infotima is required. Redressal or attending to the plaant
means that either the complainant (consumer) resetorrected bills or a written intimation that thiés
issued are correct and do not need correctiomgtétie reason for the same.

SCHEDULE -l

PROPOSED GUARANTEED STANDARDS OF PERFORMANCE AND LEVEL OF COMPENSATION TO
CONSUMER FOR DEFAULT IN EACH CASE

Service area Standard Compensation payable to Manner of
affected consumer payment

Normal Fuse-off

IUC Consumers Within 8 hours Rs. 25 for each day (24 hrs) of Automatic
default

RIAC Consumers Within 36 hours Rs. 25 for each day (24 hrs) of Automatic
default
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LINE BREAKDOWNS :*
Overhead Line Breakdowns
IUC Consumers Rs. 25 to each affected To be
Within 8 hours consumer for each case of Claimed
default.
RIAC Consumers Within 48 Rs. 25 to each affected To be
hours consumer for each case of Claimed
default.
Underground Line Breakdowr
IUC Consumers Within 12 hours Rs. 25 to each affected To be
consumer for each case of Claimed
default
RIAC Consumers Within 48 hours Rs. 25 to each affected To be
consumer for each case of Claimed
default
HT to LT Transformer failure
I[UC Consumers Within 48 hours Rs. 25 +to each affected To be
consumer for each case of Claimed
default
RIAC Consumers Within 72 hours Rs. 25 to each affected To be
consumer for each case of Claimed
default
Substation Transformer ( HT to HT ) failure
IUC Consumers Within 15 days Rs. 25 to each affected To be
consumer for each case of Claimed
default
RIAC Consumers Within 15 days Rs. 25 to each affected To be
consumer for each case of Claimed
default
Period of scheduled outages
Maximum duration in a Not to exceed 12 Rs. 25 +to each affected To be
single stretch hours consumer for each case of Claimed
default.
Restoration of supp By 6.00PN
* As per Amendment issued by Jharkhand State GazegtNotification No. - 656
Dated - 02/12/200&
Page No. 7
Voltage Variations
No Within 10 days Rs.100 in each case of defallliAutomatic
expansion/enhancement
of network is involved
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Up-gradation of| Within 120 days Rs. 100 in each case of default Automatic
distribution system g
required
Harmonics
EHT connections Not more than 3% at point of commencemei® 1% of average monthly bi|l To be Claimed
of supply for previous three months

subject to minimum Rs. 100
and maximum Rs. 5,00/-

HT connections Not more than 8% at point of commencemei® 1% of average monthly bi|l To be Claimed
of supply for previous three months
subject to minimum Rs. 100
and maximum Rs. 5,00/-

Meter Complaints

Inspect and check correctness IUC. Within 7 days Rs. 50 in each To be
case of default| Claimed

Inspect and correctness RIAC Within 15 days Rs. 50 in each To be
case of default| claimed

Replace defective not working metes Within 15 days of inspection. Rs. 50 in each To be

case of default| claimed

Application for new connection/additional load

Service area Standard Compensation| Manner
payable to| of
affected payment
consumer

Release of supply — Low Tension Within time frame as provided in the ElectricityRs. 50 for each To be

Supply Code. day of default | Claimed

Release of supply — High Tension 11KV supply-Do- Rs. 100 for| To be
each day off Claimed
default

Release of supply — High Tension 33KV supply-Do- Rs. 200 for| Tobe
each day off claimed
default
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Release of supply — Extra High Tension servicddme frame as scheduled (scheduled) in suppRs. 500 for| To be
each day off claimed

code.

default
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Transfer of ownership and conversion of servic

Title transfer of ownership

Within 30 days of decision taken by licensee to
change the name.

Rs.

50 for
each
month
of
default

Automatic

Change of category

Within 30 of days of the mutual agreement and
payment of charges and completion of
formalities.

Rs. 50
for
each
month
of
default

Automatic

Conversion from LT 1-ph to LT
3-ph

Within 30 days of mutual agreement and payment
of charges and completion of formalities.

Rs. 50
for
each
month
of
default

Automatic

Conversion from LT to HT and
vice-versa

Within 30 days of mutual agreement and payment
of charges and completion of formalities.

Rs. 50
for
each
month
of
default

Automatic

Reconnection of supply following disconnectio

IlucC Within 24 hours of receipt of payment from consumer Rs. 25 for each Automatic
Consumers day (24 hrs) of

default
RIAC Within 48 hours of receipt of payment from consumer Rs. 25 for each Automatic
Consumers day (24 hrs) of

default

Manner of payment of compensation amount:

1. The Licensee shall register every complaint obasumer regarding failure of power supply, qyaoi
power supply, meters and payment of bills etc.iatichate the complaint number to the consumer.

2. The Licensee shall maintain all records regardine guaranteed standards of performance
consumemwise manner in order to give a fair treatment tacahsumers and avoid any dispute regat

violation of standard.
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3. All payments of compensation shall be made by wfaadjustment against current, and/or futures
for supply of electricity but not later than 90 ddyom the date of violation of guaranteed stanslard

4. The compensation claims shall be dealt witthenfollowing manner:

Automatic This mode of payment requires the Licensee itseltalculate and pay the compense
amount to the affected consumer automaticallypfeithg nor-compliance to a particular guarante

Page No. '

standard. However, the consumer may approach ttem&ee to claim compensation,
To be claimedThis mode of payment requires the consumer taghto the notice of the Licensee that
standard has been violated and accordingly claenctimpensation amount from the Licensee. Cusi

shall be issued a receipt of complaint and an wna@pumplaint no for reference. No claim shall besgaine«
if complaint is lodged after 15 days of the occooe of violation of guaranteed standards.

SCHEDULE-III
OVERALL STANDARDS OF PERFORMANCE
1.1 Normal fuse-off calls:

The licensee shall maintain the percentage of @iealls rectified within the time limits presced unde
sub-paragraph 1.1 of Schedule-I to total callsiveckat a value not less than 99%.

1.2 Line Breakdowns:

In case of line breakdowns, the licensee shall rensestoration of power supply within 8 working h®wi
occurrence of breakdown in towns and cities andiwig8 hours of occurrence of breakdown for R
Consumers as prescribed in sub-paragraph 1.2 8nof Scheduld: The licensee shall achieve this stan
of performance in at least 95% of the cases.

1.3 Distribution Transformer Failures :

The licensee shall maintain the percentage of ibligton transformers replaced within the time lig
prescribed in sub-paragraph 1.4 and 1.5 of Schddol¢he total distribution transformers failedaatalue nc
less than 95%.

1.4 Period of scheduled outages

As specified in sub-paragraph 1.6 of Scheduieterruption in power supply due to schedulethges have
be notified in advance and shall not exceed 12dmua day and in each such event, the licensehassur

that the supply is restored by 6:00 PM. The licers®all achieve both of these standards of perfocean a
least 95% of the case
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1.5Reliability Indices

(i) The following reliability/outage indices are gscribed by the Institute of Electrical and Eleoice
Engineers (IEEE) Standard 1366 of 1998. The licers®ll compute and report the value of these @3
from 2002-03 onwards:

(b) System Average Interruption Frequency IndexIf®A The licensee shall calculate the value astpe
formula and methodology specified below.

(c) System Average Interruption Duration Index (SAIDThe licensee shall calculate the value as pe
formula and methodology specified below.

(d) Momentary Average Interruption Frequency Index (MBI The licensee shall calculate the value a:
the formula and methodology specified below.

Method to compute Distribution System Reliability Indices

The Indices shall be computed for the Distributimensee as a whole by stacking, for each monthha
11KV or greater than 11KV feeders in the supplyaamxcluding those serving predominantly agrical
loads, and then aggregating the number and durafiail interruptions in that month for each feed€he
Indices would then be computed for each voltagellamnd overall using the following formulae:
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Method to compute Distribution System Reliability Indices

The Indices shall be computed for the Distributioensee as a whole by stacking, for each montthalll1KV or greater than 11KV feeder
the supply area, excluding those serving predontijnagricultural loads, and then aggregating thenber and duration of all interruptions
that month for each feeder. The Indices would theesomputed for each voltage level and overallgudie following formulae:

n

1. SAIFI= &(A*N;)
i=1

Where,

A, = Total number of sustained interruptions (eaclyés than 5 minutes) o feeder for the month

N, = Connected load ofhifeeder affected due to each interruption
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N, = Total connected load at 11KV or greater than 1iKYhe Distribution licensee’s supply area

n = number of 11KV or greater than 11KV feederthmlicensed area of supply (excluding those sgrpmredominantly agricultural loads)
n

2. SADI= &(B*N,
i=1

Where,

Bi = Total duration of all sustained interruptioms i feeder for the month.

n
2. MAFI= &(G*N,)

i=1
N
Where,
Ci= Total number of momentary interruptiorach less than or equal to 5 minutes)!bfeeder for the month

Note: The feeders must be segregated into rural andabd the value of the indices must be reportedraggly for each month.
0] The licensee shall compute the value of these @sdseparately for feeders serving predominantlicalgmral loads. The methodolo
for computation of indices shall remain the samandke case of other feeders.

3ased on the information provided by the licensties Commission would notify the target levelstitgse indices annuall

1.6 Frequency variationsThe licensee shall achieve coordination with otlework constituents such as State TransmissidityJ6tate Loa
Dispatch Center, distribution licensees and oth@nsmission licensees in an endeavour to maintenstpply frequency within 8% of
nominal frequency (50Hz), as per the Indian EleittriRules 1956, as applicable at present and asbaaamended from time to time. ~
licensee shall conduct hourly measurement of sufmglguency and report the number of events whenstigply frequency was outs
prescribed limits.

1.7 Voltage Regulation:The licensee shall ensure that the voltage reigulé maintained within the limits as per Indialedricity Rules 195
till regulations in this regard are notified by @eh Electricity Authority after which same sha# bpplicable.

1.9 Billing mistakes: The licensee shall maintain the percentage of wiilis issued each month requiring modificatiomfeotion to the tot
number of bills issued, at a value not greater tha#o.

1.10 Faulty metes: The licensee shall maintain the percentage of tieéemeters to the total number of meters in servét a value not grea
than 5 %.

1.11 The Summary of Overall performance standardssias follows:

Service area Standard Overall Standard of Performance

Normal fuse-off calls At least 99% calls received should be rectified
within prescribed time limits

Line Breakdowns
IUC Consumers

Within 6 hours

At least 95% of cases resolved within ti
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single stretch

limit
RIAC Consumers Within 24 At least 95% of cases resolved within time
hours limit
Transformer failure At least 95% of transformers to be replaced
within prescribed time limits
Period of scheduled outage
Maximum duration in a 12 hours At least 95% of cases resolved within time

limit

Restoration of supply by
6:00 PM

At least 95% of cases resolved within time
limit

Continuity Indices

SAIFI . o
To be laid down by the Commission

SAIDI To be laid down by the Commission

MAIFI To be laid down by the Commission

Frequency variations

To maintain supply frequency within +/-3% of
50Hz.

Voltage Regulation

As per Indian Electricity Rules 1956 as
amended from time to tin

% billing mistakes

1%

% faulty meters

5%
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