
RE-ENGINEERING THE 

DISTRIBUTION SECTOR

The Excellence Journey of Tata Power-DDL



JOURNEY OF EXCELLENCE STARTED ï1st Julyô02
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a System about to Collapseé

Vicious Circle of 

Un-sustainability

Need 

Investment

Avoid 

Subsidies

Employee 

Skills

Customer 

Satisfaction
Avoid 

Losses

State owned Discom having reduced paying capacity & negligible cash flow 



Letôs look into the past
-19 Years agoé
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Dilapidated Network - lack of maintenance, 

unsafe and on the verge of collapse

Unreliable Power Supply- Transformer 

failure rate of 11%, only 48% streetlights 

functional, power cuts of 8-10 hrs/day

Erroneous Database - 50% data not 

updated in system

AT&C Losses at a level of 53% - rampant theft

Absence of Customer Service

Å Long Queues for Bill Payment

Å 20000+ New Connections Pending

Å 100000+ Billing Complaints Pending

Å No civic amenities at Offices

Lack of Ownership and Performance Orientation
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Delhi Privatization Model
- Ushering in to Reforms!

Delhi Vidyut

Board (DVB)

GoNCTD
Holding Company 

(DPCL)

GENCO
Indraprastha Power 

Generation Ltd.

TRANSCO
Delhi Transco Ltd

DISCOM ïI
BSES Yamuna 

Power Ltd.

DISCOM ïII
BSES Rajdhani 

Power Ltd.

DISCOM ïIII
Tata Power Delhi 

Distribution Ltd.

1. All Assets & Liabilities of 

DVB are acquired by 

GoNCTD

2. All the Liabilities of DVB are transferred to 

Holding company, entire equity of Holding 

company is issued to GoNCTD

3. All the Assets are transferred 

from GoNCTD to successor 

entities.

4. Equity and Debt in the successor 

entity is issued in  favour of the 

Holding Company

Assets

New Delhi 

Municipal Corporation

Military Engineering 

Services

Liabilities & Equity
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About Tata Power Delhi Distribution Limited

TATA Power-DDL is an 

ISO 9001(QMS), 14001(EMS),  45001(OHS), 27001(ISMS), 8000(SA) and 50001 (EnMS) certified organization.

51:49

JV of The Tata Power 

Company Limited  

and 

Government of Delhi

25 

years
License Period

1.8 

Million
Customer base

510

Sq.KM
License Area of 

North an North West 

Delhi 



7

Vision ïMission - Values



Geographical Representation
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510 Sq. KM 

5 Circles

12 Districts

36 Zones/BUs

Delhi

3 Private Utilities

+ 2 Public utilities
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Changing Roles
- Focus Area Post Handover 

Network / System 

Upgradation and 

Revamping 

Focus on Customer 

Services and 

Revenue Protection

Improving 

Reliability and 

Quality of Power

State of Art IT 

Interface 
Integrated  Revenue 

Cycle Management                                                                                          

and Customer 

Segmentation

Commercial 

Process 

Reengineering Customer 

Satisfaction Survey 

and  Participation 

of Stakeholders

Understanding 

Customer Needs 

and 

Requirements    

Defining Roles & 

Responsibilities - JDs 

& KRAs and Peer 

Competition through 

Score Cards

Performance 

Measurement and 

Management                                                                              

Developing a Sense of Assurance

and Establish Brand Imageé 
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Parameter Unit Julô02 Marô21

OPERATIONAL PERFORMANCE

AT&C Losses % 53.1 7.33

System Reliability (ASAI-Availability Index) % 70 99.80

Transformer Failure Rate % 11 0.81

Peak Load (Maximum till now) MW 930 2069

Length of Network Ckt. km 6750 19078

Street Light Functionality % 40 99.5

CONSUMER RELATED PERFORMANCE

Number of Customer Lac 6.5 18

New Connection Energization Time Days 51.8 2

Meter Replacement Time Days 25 2.79

Mean Time to Repair Faults (11 KV) Hours 11 0.92

Consumer Satisfaction Index % - 96

Performance so far

Established a benchmark in the 

power distribution sector as one of the 

Best Performing Utility.

Å Performance oriented Process 

Management

Å Technology Adoption & 

Automation

Å Customer Service & Experience 

Management

Å N-1 Redundancy in Network

Å Unprecedented reduction in AT&C 

Loss
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Customer Profile

Domestic

Agriculture

Commercial

Industrial

Others

84%

53%

15.6 Lac

3265 MW

0.2%

0.5%

4208 Nos.

31MW

1%

5%

0.24 Lac

290 MW

2%

22%

0.30 Lac

1349 MW

13%

20%

2.3 Lac

1266 MW

Total Customers: 1856108 Nos.; Sanctioned Load: 6201 MW

1444 Nos. customers  with 
load of 45 MW

Including 1.9 MW of Captive Solar

Solar Roof-top



Excellence Journey

2002

2021 and onwards
Focus on 

System Reliability

Network Revamping

Replacement of bare conductor with LTABC / HVDS

Bus-bar / Sick cable replacement

Network Automation

GIS Sub-station

SCADA ïOMS/DMS ïADMS

System Protection & Testing, SMART RMU, 

ACB / Feeder Pillar Automation 

Network Maintenance 

Hotline Maintenance

Condition Based Monitoring & Maintenance

Thermo scanning of Network

In-house R&D and RMU / DT Workshop / Battery 

Test Lab

Network Management

Field Force Automation

Asset Swapping

Battery Energy Storage System

22nd rank

among 75 Utilities, 35 countries



Excellence Journey

Focus on 

Technology

IT / OT Application

SCADA, OMS, DMS, GIS, ERP, AMRDA,  

In-house CRM & Billing Engine

Integrated IT-OT Applications

Cyber Security

ADMS ïGIS - CRM

SAP-ISU integrated with MM, PS, PM, HR, 

FI modules

SMART Grid

Home Automation

SMART Metering

In-house SMART Grid Lab

Big Data Analysis / AI-ML

SMART Discom

P2P Energy Trade

Self Healing Grids

Intelligent DR

DER Integration

for IT & OT services

2002

2021 and onwards

LƴŘƛŀΩǎfirst utility to be
recognisedwith άLƴ-houseR&D
ǳƴƛǘέby DSIRunder Ministry of
Power,India in Feb21



Excellence Journey

Focus on 

Customer Service

Customer Segmentation

Key Customers, Govt. & Institutional, High Revenue, 

Special Customer etc.

Annual Customer Satisfaction Survey

Customer Service & Support

Toll Free Helpline (19124)

Customer Care Centre

Digital Platforms ïIVRS / App / Website / Email

In-house NABL Accredited Meter Testing Lab

Customer Engagement & Experience

Roof-Top Solar net Metering

Omni-Channel

Presence on Social Media

RWA / IWA Meets

Contributed towards achieving 

Rank 22 in 2020

getting Electricity in India, 

Ease of Doing Business Report by World Bank

2002

2021 and onwards

Business Process Re-engineering

Centralized Revenue Cycle Management

Integrated Process Management

Performance Assurance



Excellence Journey

2002

2021 and onwards

Focus on 

Value Added Services

Energy Efficient & Safe Electrical Products

Promotion and distribution of energy efficient LED Bulbs, 5 

Star Air Conditioners, BLDC Fans, ELCB as part of DSM 

initiatives

Renewable Energy Solutions

Empowering customers to be the prosumers by installing grid 

connected PV Panels. Facilitate customers to install EV Charging 

stations 

Home Automation Solutions

Empowering customers to track, manage & schedule 

the usage of electrical appliances from anywhere with 

Tata Power EZ Home Smart switches 

Energy Engage Portal

Smart Meter installation to monitor the 

real time energy consumption, set 

consumption alerts & many more useful 

features



Excellence Journey

Focus on 

Performance Management

Adoption of ISO Standards

ISO 9001 (QMS), 14001 (EMS),  45001 (OHS), 

27001 (ISMS), 8000 (SA) and 50001 (EnMS)

Performance Management

Balance Scorecard at Organization Level

Performance Scorecard System at Operational Level

Energy Audit

Excellence Framework 

Tata Business Excellence Model

Total Cost Management

In-house SHINE Platform for driving continuous 

improvement and Innovation

Quality Framework

Total Quality Management

Six Sigma & QC Tools

ñIndustry Leaderò with 

650+ score in the TBEM 

assessment

ñLevel 4-TCM Enabledò 

recognized by CII

2002

2021 and onwards



Excellence Journey

Focus on 

Workforce Engagement

Capacity & Capability Development

In-house Training Centre CenPEID / DOSEC

Focus Group Trainings / Higher Education Tie Ups

Employee Exchange Program

Workplace Environment

Bouquets of Policies & Benefits

3 Tier Ethics and Safety & Quality Structure 

POSH / SA8000 / Equal Opportunity Employer

Workforce Engagement

Innovation Councils, CFTs

YPC, Ullas Mela, Cultural Clubs, BA Sports meet

Employee Engagement Survey (PULSE)

Performance Management

Talent 100 Program /  Career Progression

KRAs / JDs / Competency Mapping

People Practices Deployment Index

People Capability 

Maturity Model 

(PCMM) Level 4

2002

2021 and onwards



Excellence Journey

Focus on 

Community Engagement

Youth Empowerment

Empowering women and youth, enhancing 

their  socio-economic conditions 

Supporting under-privileged

Providing support to SC/ST communities 

on the lines of TAAP

Better Health

Supporting healthy lives, providing 

health services at doorsteps 

We CARE

Combating climate change 

through innovation and 

awareness
Benefitted nearly 

11+ Lacs people

within Licensed Area 

2002

2021 and onwards


