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A Study Of Awareness Amongst Consumers About Electricity
Consumer's Rights With In The Areas Of Msedcl With Special

Reference To Bhandara District (2005-2015)

ABSTITACT

Electricitv is thc mlrstcrious tirrcc'and porver,
without n,hich n'e canlrot thirrk of lifl'. [t is one
of thc Nost cssential itc'ms ()f our daily lifc.
h:loctficity utili"ation lry hunran lrcings has
increased day k) dav u'ith thc cvolution of
tcchnologies. Every human activitv,from crop
grorving (agricullurc)to spacc les('arch, ili
clc.pendent on thc encrgy availabilitv and
suppl'r tt lr-uts our factolies, lrains, ttirms .tnd
ships- Its crrntritrution in minin{i, corlstruction,
irrigation and srrch othcr activiti!-s has also bccn
very significant. lt plavs a signiticant role in
tlre developmcnt of a region or coLtntry-
Elt'ctricitl,is ont'of the bisic ncccssilirs in
todav's sor*icty. Ir spite of thii there seems to
bc little awareness an()ng thc consumcr
comnlunit), alrout its systent ef operation, thc
ilcts atrd rcgulirtiers cov(.rtritrg it, as i{'(:ll as th{ir
rigi]ts and rcspQnsibilitiqs rclatcd to it. Thcrc is
Also an'arencss atrout horY the clcctricity
c(lnlpany operates.Thc ain is to givc onll,
p rcliminary informatiolt about au,areness
anrong th(- r'lc('tricitv corrsumcrs of thcir rights.
It acts as a useful guicle for the consumers as
$'cll as activists rvorking on these issues at
valious levels. It ttould hc'lp in gt'neratir.rg
pttblic au,areness about c(nsunter righls and
bringing in a consuotcr orie'nted ap;rroaclr in
lhc Electricitv Conrparry s fun( tr{nrirrg.

------------_-_- 
Ku. Kirti Ranchandra Dekate

Assistirnt Professor
Dr M.K. Umathc'College, Nagpur

Dr.Dilip C.Gotmare
Principal

Dr.Puniabrao Deshrnukh Comnerce
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Kli)'l'VoRDS; M.S.E.D.C.L, Eletlricity consunrer
a1,i'drencss, scri'icc's, Bhandara District,
Electricitv Consumer's Rights, Electricity Act
2003.

l.INTRODUCTION

The Maharashtra Statc Elcctricity Boarcl
(MsEB).coustihrtcd itr 1960 r.r'as thc ve'rtically
intcgrated st.rte-owncd clcctric ulility in thc
State of lvlahirrashtra. Erstu,hilc Malrarashtra
State Elcctricity Board nas leoking after
Ceneration, Transmission & Distribution of
Elcctricity in thc Statc of Maharashtra barring
Nlumbai. On cnactmcnt of Eledricity Act 2003,
iVISEB s as rrnbundled into 4 Companies vi/..
MSEI) Holding Co. Ltd., Maharashtra State
Elcct.icitv Distribtrtion Co. LId.(MSEDCL or
MalraDisconr or Mahavitaran), Maharaslrtr.a
State Pou,er Gqneration Co, Ltd. (MSI,CCL orf
Maha Ccnco)and lt4allarashtra State Electricity
Transmission Co. Ltct.(MSETCL or Maha
Transco) orr (dh Jtrne 2(X)5.

lvlahavitaran or Mahadiscom or MSEDCL
(N4aharashtra State Electricity Distribution
CompaDy Limitcd) is.r public sector
urldertakjns (PSU) controllc'd by ihc
Covernmcnt of Nlaharaslrtra. i\{SEDCL. is tlrc
largest po$,{.,r di.s11i!,.,1;utr entity in India witl.l
cousumcr base rrfovt'r 2.3()crorc- spanning ovcr
3.08 lakh sq.km geographical arca of

;: 99:: -_ _ "-----A lttt \Adv N/rlt,]nI Pftr'Rdi,i!,in,t R$!,r,.J' /,,'rftrt

"iltfil}lfr?;l*"



Maharashtra, MSEDCL supplies electricitv to
tlrc cntire statc of Maharashtra cxcludinq thc
island citv of Murlbai.

Mahavitaran is responsitrk' tor distritrution of
clccllicity throughout thc statc by buying
pow'er from either N{ahaCenco, Captiytr Pot'er
Plants or irom othcr Stafe ElcctricitY Boards and
Private sector poh,er generation co;T panit's. Tlrt,
'lvlSEIS Holding Compally' r 'as creJted to lrold
all the stakes in these thrce cornpanrcs.

Consumer: - A consumer is describecl as an
indiviclual r.vho bu1, producLs or scn icc's for
personal usc and not for manufacture or resale.
A consunler is someone \^'ho can take thc
de<:isiorr lthcthcr or not to purclrase an item at
thc store, and somconc rtho can bc influc.nccd
by marketing alld advertiscmcnt.

"Consumer" means any person who is supplied
with elecaicity for his own use by the IV{SEDCL
and ilcludes any person whose premises are
for the time being connected for the purpose
of receiving electricity with the rvorks of
MSEDCL

Consumers play a vital r(tc in the dcvclopmerlt
of a nation. Ivlahatma Gandlri said, "A consumcr
is llrr'mrlst important visitor on our Prcntiscs.
l-le is not dependent on us, !\'e arc o[ him. Hc Ls

rlot au interftlption to ()ur *'olk; hc is thc
;rurpose of it. Wc arc not doing a favour to a
consufler bv giving him an opportunity He, is
doing us a thvour by giving us oppertunity to
scrvc him." But of lirtc' unfortunatcly cheating
by $'.1y of ovcrcharging, trlack narkcting,
mislcading adVcrtiscnrentt ctc has become the
common practice of greedv sellers and
manufacturers to make unrc'asonable or<rfits
and rlitlrotrt htetl to confcr consr.rmcr riglits.rncl
interests.

Customer - A customer is cntitJ',consuning
electricity.In deregulated markets,the custolner
l'\as several optiorls for buying clcr--tricitr-'.It n.ra]'
choosc to buy ctcctriciiv from the spot ntarket
by bidditig ior purchase,or may buv directly
from a g..nco or evcn from th(. local distribution

conlPan\'.

Difference behveen consumer and custorner

The basic difference betlc€n a consrrmer and a

custorrcr is insignificant. The. one n'ho btrvs is
a custoncr and the one rvho uses the producl
or serYices is a consumer.

Consumer Service - "Scrvice" means service of
anv d!'scription x'hich is madc available to
potential us€'rs and ilrcludes the provision of
iacilitics in connccthn $'ith banking, tirrancinli
insurance, transport, processing, supplv of
clectrical or othr.r encrgy, board or loading or
both (h()using c()nstruction) entertairrment,
anruscmL'nt or the purveylng of ncw's or other
informalion, but does not includc thc rendering
of anv sen ict- ircc' of chargc or und€r contract
of fre rsenal stjrviL'a'.

Consumer service is thr. act ef takil1g care of thc
consumer's needs by Lrroviding and dclivcring
protcssional, hclptul, high <luality service anrl
assistancc beforc. during, and after thc
consumcr's rcquirements are n1et. Consum('r
service is nt*hin[; brrt mceting the nee'tls arrd
dcsires of any consumcr.

Business

Electricitv- "Elcctricity''m('ans electrical encrgv
gt'nt'rated, transrnittcd, supplicd or traded ior
any purpose, or used t()r any Purpose exce!)[
thc transmission of a nrcssagc.

Cortsurner Alareness - L'onsumet ar'aLencss
mcans crcating.t\4:arcness of a consumcr
torvards his rights and dutics. Consumc.r
A$'ireness is an act of making sure thc buycr
or consulner is aware of the intbrrnation aLrout
ploducts, goods, scr vice's, and consunlcrs
rights. Coosumer ai,\'arenes-s is important t()
educ.rtr- consumc'rs about their rights. lt is
requiled to remo\re illiteracl, and lack oi
cducation regarding th!' rights that cnhance thc
status of consumers ind protect thent frtlm
exploitation. It allor.vs lhcrn to be less ignolant
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of their rights and seek redressal if thev are
erpkrited by sellers, retailers ur nranrrfacturers
in thc market Consumer ar\areness ls
important so that buyer can take the rigtrt
decision and makc the right choict. Consumerc
have thc light to iniormation, right to chfirsc.
rieht to safev.

consUnlcr arvaloncss is ()nc ol tltC rlost
pcrsistent problens thc government faces rvhc'n
it coules te consunTer protectiolr. To resolrc this
problcm the government has come up rvith
various methods over the years. ln tact, it is the
main aim of thc Departme'nt of Consurner
Affairs.

Consumer Rights

Consumc'r rights awart'ne'ss is abotrt n-raking
the consumer aware of prodocts or servlces;
lro$'cvcr, this is largelv unkrorvn [o many
citizens irlcspective of whcther thcy arc
cducat('d or unr'duc.rted. With an enormtrus
populafion along with high levr.ls of povcrfv,
unemplovment and poor litcracv lcvels,
consumer rights a!i'ar('ness continucs to remain
lo!\,. Educahon is a litelong process ofconstantlv
ncquiring relevant illti)rmaiion, kno$ lcdge ani
skills. Corrsrrrrrt r cducal ion is an itxportan I Part
of this pnrcess and is a basic consurner right
that must be irrtroduccd at tlre school lcr..el.
Consumers by definition include all citizcrls
u'lru art', by and large thc biggest grorrpr, who
art affected by almost all government, public
or private decisions. 'l'he most important step
irt consuntcr cducation is arrlarcttcss oi
consumcr rights. Howcvct consumcr qducation
is incompletr. $'itlrout thr rcsponsilrilities ant-l
duties of consumers, and this influences
inclividr"ral bchaviour to a great cxtent.

Consumcr rights alvarene:iai is now an integral
patt (lf our livcs like a consunerist $'av of lifc,.
Ctllrsunrcr righls at{areue:,:, is now an itrtLEral
part of our lives like a consumerist rtay of life.
l'hr'r' havc becu I'cll dtrcurlcuitd and mueh
talkcd about. Wc travc all made usc oI thcm at
sctnre point in t-rur daiiy livcs. Market resources

and intlucnccs are grcxving bv the day nnd s() is
tht' ar-,v,areness of ollc's cor'$umcr rights. These
rights lrc rvell-dcfined and thcrc aic agcrrcics
like the 6overnment/ collsumet courts and
vc,luntarv organizations that u'ork tox'ards
safcguardinB them- lVh ilc ft.e all like to kn()h,
atrout oul rights and make ltrll use of them,
censrrner respensibility is an art'a rylrich is still
not dcmarcatcd and it is hard to spcll out all the
rcsponsibilities that a corLsumer is supposed to
sh()ulder. Therc'aro slx rights of consurncr
rthich are provided in the Consumer Protection
Acl, 198(r.

Electricity Act 2003- Thc "Electricity Act
2003"came into existence on Iune 1q2(n3.This
-Act oyen ides all the prc-existing Acts and
I'rings about some tundamental and pervasive
changes in thc'fichi of electricity. Additionally,
sontt importanl consumer-oriented [rrovisirrns
rterc also made in order to improvc thc qualitv
of e'l!'ctricitv scrvices. Accordingly, thc
lv{alrarashtra Statc Electricity Regtrlation
Cornmission has laid dortn stvc:ral giittetirrcs,
standards and regula{ions that thc elcctricitv
company must abide by, Similarly indcpcnder.rt
institutions like the Consumer Grievancc.s
Retiressal Forum and thc' Electricitv
Ombuclsnran have beert creatcd to cnsure
proper implementation of thesc guidelines.
llrt.sc standards and guidclincs ai a part of
rcsuhti(xrs tlrilt are binding on all thc elorlricity
companies and strict implcmentation of thc
same is nundatorv.- Theconsumcr can make use
of thc'sc provisions and institlltion$ t() scck
rcLlrcssal r.)f llreir gricvances_ An Act t()
consolidate the larvs relatins to generation,
transnissio[r, distributiolt, trariitrg and ust, of
electricity ard generally tor taking neasrrres
conducit,e to dev€lopment of clectricity
industrl,. pronotin6 compe titior.r thcrein,
protecting intcrests oi consunlers and supply
of elcctricity to all areas, rationalisatioii of
elc(-tricity tarift, ensuring transparent policies
reE;arding subsidiet promotion of efficient and
environnrentally benign prolicies, constitutiorl
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of CentTal Electricity Arrth(trit),, Regulatorr,,
Commissions and establishment of Appellate
'I'r'ibtural and fol mattcfs c()nncctcd thcr<'l'ith
er incidental thercto

Electricity Consumer's Rights

Elcctricity Consrrnrt rs' Rights availablc undcr
thc Electricity Act 2003 to consumers of
clcctricitj,.The prcamble of thc Electrici$ Act
2003 makes a specific n'rention of prot!'cting
intcrest of consumers. In fulfillment of this
objectivc of enabling consumers to pr()tect
thc'mselvcs bv cleating an a\ '.rreness leg;arcling
the rights available and the scrvice as ra'cll as
thc level of quality that consuners may
reasonably expcct from tlre r.lcctricitv
distribLttion companies in thcir arca of sup;rly
.Elcctricity Consumcrs' Rights are {)Right to
know II) Prcrcedure tbr getting na!r' connection
III)Sr-:curily Deposit lV )Meter V)Billnrg VI) Right
to receivc notice and due proccss prior to
disconncction and Frrocc-d urc oi rcr:on nection
VII) Standards of perfbrmance of electricitv
distribution companics VIII) Consumer Se'rvicc
Ccntrc tX)Complaint haldling and grievance

I)Right to Knorv

Consuncrs havc thc ftrllowing [rasic righls to
havc access to iniormation on mattL'rs rc.latcd
to clcctricitv supply 1)The conditions arld
procedurc for getting nerv connection,
disconncction, rcconnc.ction, change in loadl
nlme,i tariff catcgorv2 )Standards of
p('rformance rcgarding quality to be
mair.rt;rinerl and se'rviccs3) Thr. codr. of practice
on payment of bil[s.4) Correctness of metrr.s)
Tariff schedule and other schcdulc oi Charges
approvcri bv thc Mal.rarashtra Elcctricity
Ilcgulatory Comnrission ("[4ERC").6) Complaint
handlilg proceclures alcl gricvance redrcssll.T)
To know and choose the electric servicc pro\rider
upon ftrlfilling ccrtain eligibility conditions
U|derOlrcn Ac'cess and implementatiolr of Ietail
competition.

li)Procedure for Getting New Connection

Consume'rs havr'the rights l)To rcceive
application form(s) free of cost at anv of tlre
oificcs oi ('lectricitv distribution crrnrpanies in
thL'ir arca of sup;rN-. Sinrilarly. it is mandatory
that tlte'v bt'available in a downloadableformat
on thc company's websitc. 2) The consumer can
denand a r\.rittcn explanalion from the
compranv about tlrc sfaius ()f his/hcr application
and thc reasons for delav iiany'. 3)To rcrcive a
col]y of the agreenent after the sane has been
executcd tor ()btaining a new connLrtiot. 4)Thc
consllmcr can demand t() sec thc identification
of thc replesentativc ef tlrc clectricih con.rpanJ',
ot ask for the reason of lris/her visit, lretbre
aclnritting hinr/her into the prenriscs-5) To know
the charges that the applicant / consumer has
to pny 16 get the supply/new connoction of
Chargcs 6) To reccivc supply \4'ithil thc timc
providccl in the Electricity Act, 2({)3 ("EA 2003).
7) To rr:ceivc the rcrceipt of fu:s ancl chargcs paid
to tlre Distributi0r Licensec.

III) Security Deposit

ConsumeLs havc thc right to dcposit sccr"rri$r
bv rvav ofcash/cheque/denrand d raft but io case
oi cousumcr havir.rg monthly consumption not
less than Onc Lac units he has a right to opt fbr
ilrevoc.rblc letter oi credit, or unconditional
bank guarantcc issuecl by a sclrcdule'd
comnercial bank and to rcceive interest,
proviclcd that the dcposit am()unt (in cash) is
Ils. 5(l or more. If excess anrount depositcd bv
.onsrrmcl low.]rds Scr:urit_t, is rr.ltrnclablc kr thc
consunlers with inlcrest.

IV) Meters

Thc El(tricitv M('ter is the' mt'ans of mc.asu ng
the use <rf electric por^'er,As per thc
glectricityAct,2003, it is binding upon the
clectdcitv conpanv to providc clcctric supply
to the consunler only throrrgh a rnetc,r (Seclior-r
55, Electricity Act). C{)nsurncrs have the riglat
to purchase the meter from the elcctricitv
distf ibution company or any supplier t>f
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mctcrs. If thc consumer has dorrbts at.ror.rt thc
accuracy of the meter, he should get it tested
and also dcmand a copv oi thc tcst rcPort.

V) Billing

Consur.ners ltave the riglrt to re(.e'i\ e bills lvith
such dctailed ltarticrrlars .rrrd duplicatc copy of
thc bill may also bc dcrnandcd in casc of loss ol
thc original bill and to knor.r. the amount of the
bill on the spot from thc officc of thc clcctricity
distribution c()mpanv cltsignated trrr thc
pLrrpose. Consumers also havc thc rigltt to
rcport iton-re'ccipt or loss of bili ovcr telepll()ne
.rrd to Icqucst frrr the arnount of ihc bill .

VllRight to Receive Notice and Due proccss
Prior to Disconnection and procedure of
Reconnection

Consumcrs have a right l)if the companl, has
to disconnect thc pou't"r suppll, oI the i.rnri,*",
due to non-payment of chargts, it |r.rust inftrrn.r
the consumcr about thc same throuqh an
i n tlt'pen d crr l.l;, issu t'd .rd t,a n cc n(rti ;. Ih(,
consumer have a right tcl receive, srrch notice at
lc'.Lst 15 davs in advancr. (El(€tricity Act 2003,
Sl'ction 5(r).2) To rt'ccivc thirtv clavs rrotict, in
writing heforc diseonnectioir tiri iailure ttr
deposit required security amourt 3) To receivc
su!rply after rem(rvirg causc,(s) of the
disc'onnection by the consumcr and obtainins
thc reconncction order by paying the amounL!
due withitr a pcriod $tipulatecl in Standards of
Performance Rcgula tions-

VIIlStandards of Performance of Electricitv
Distribution Companies

Certain standards <.rf pcrfornrancc, of the('lectricitv distribution e ompanies .lr(.
tuar.rn tL'cd un(lcr thc Shrncla rds of pcr.forrnancc
regulations notificd by the MERC. Consuneru
have a right to receive serviceatsuch stanclarcls,
somc of which arc'pfirvidccl bclow: 1)To rc.cc.ir,c

lttpply at the voltage and frcqucrrcl, as per
St.urclards of Pcr.formarrce regulitrorrs notit ietl
by thc MERC at the point of supply.2.)To ledge a

corrrplaint to customcr care ccntrc and qet it
rectilicd in caseof Failure ofsuppll,, Unsift qr
clangr'ro16 condition (e.9. c'lectricshock, firt ctc)
oi installation or distribuliou - transnlission
svstem, Theft or unauth()rized use of
clcctricitv.Distribution Licenscc shnll takc
necessary actions and ensure atr0ut remr,dv
3)To havc mct('r(s) rt'ad bv the authorizerl
reprcscntativt'(s) of the electricity distribution
cQnlPnny as per time schedulo provided in the
9tandards of Pcrformancc regJlahons notificd
b_v tlrc MERC. 4) To seek cl)anlie in namo or
change in ttlriff catcgory,additiorr/rcdrrction in
aontract del]rard/ sanctioned load,closure of
a(-count-s) To clainl compc,nsation olt account
of lailure to maintain Standartls trf pcrforurance
ty the electricity distribution conlpart.

VIII) Consumer Servic€ Centte

Consumers havc a right t() visit pcrs(nally or
to communicate with the help of any medium
ot comnlrutication to consumcr service ccntres
established by the electricity distri[rntion
colrpanrlrs to get infonnation or to lotlce thc
r'omPlaint. Thr, consume t. sclvir.c centrJs $.ill
provide essential scrvicts including tacility lor
P.rymcnt of bills.

IX) Complaint Handling and Grievance
Redrcssal

Ihc preanlrle of the Electricity Act, 2&)3 nlakes
a $pecific mention of protecting interest of
consurners. In fult'illment of thi$ obiedive, thc
Act, provided under subsr.ction (5) of secti(rn
(42) for cstablishme'nt of Forum for Rcrlressarl oI
Cricvancc of thc Consumcrs in accorclancc with
the cuidelines as mav bc spcrificd bY thc Stdt(,(r,mmrssloll. Accordinglv lvlaharashtr;r
Elcctrici tv Regulatory Comnrission has notiiied
MEI{C (Corsumcr. Grievancc Redrcssal Forum
& Elcctricity Onrtrudsman) ll(,Hulations, 2U)6,
||l ncc()rdance u'ith thc said Res.ulttions
MSEDCL have cstablisllcd ConsumcrLricvanr-<:
Rt'drcssal Forums at all zonal lcvt,ls.
Consurrcrs havq thc riEht to havc thcir
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Bricvanccs redressed in accordance rvith the
regulations notified bir the MERC. Consumers
havc a right I)To dcmand fronr cash collection
centrcs and otlices of thc elcctricity distribtrtion
corrpanv copies oi the rules and procedlrres f<rr

redrc'ssal of gricvanccs madc by thc ('lrctricitv
distribution company as vr'ell as tlrc' regulations
notificd b1. the lr{ERC . 2)'Io knot' irom thc
clectricity ctistributi()r'l com!rany the postal ancl
street addre'ss, the phonc and fax number and,
if availalrlc, clectronic mail .lddress of tl]e
lnternal Grievanc€ Redressal Cells ("lGIl, Cells"),
Consumer Cricvance l{cdrcssal Forlrnrs
("Forums") and Electricity Onrbudsuran. 3) 1ir
know [ronr th(. clcct ricit]. distribution conrp(-rnv
thc manne'r ancl th('lorm ill u'lriclr.r gricvanct'
may bc madc k) th'r ICR Cells and the assistance
available froar and tl rc clutics of the IGR Cclls as
\4,ell as Folurns-

REVIEW OF LITERATURE

S.-llajamohan lras studied the origin anc{ gror.r'th
ot consuntcr rnovernrrnt, tlre olganizati(nl ('f
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Wasu (1988) also rrportcd a [ora' levcl of
a$'areness about consumcr laws amons all
homs 6.1psr. in hcr stLrdy in Natpur cit!.

Usrnan Abduliatecf (2013), paper focusc's on tho
dcterminautli oi electricity consu mers ?

satisfaction in sclectcd clectricitv distribution
zonc in Nigc.ria. Ttr achic.vc thc objectivc, thc
paper dcsigns a schenre for evaluating
custon]er?s satisfaclion q'ith a vrer,\, ro
detcrmine their level oi satisfaction and in the
pr(tess computc satisfhcti(n indcx. The' papcr
observed tlrat consunters are at corner solulion

until the unbundling of thc sector inlo DISCOS.
It cmplovccl thc Fussy Entropy to idcntify thrcc
classes of deterninants of consumers?
satisfaction. Tlre resulting indexcs triconsumcrs?
satisfaction shows that the consumers at€ not
satisficd rvith thc sen,ices of thc DISCO. Thc
pap('r conclud€s v{itli policy recornrrcndation
t() all stakeholders.

RESEARCII METHODOLOGY

Thc systern ol collecting data lor rcsc.uch project
is knorvn as research mch*lokrgy. Thr'data
mav Lrc collecte'd for cillrer thcorctical or
practic.ll. Iiesearch ivlethodologv i s considered
as tltc'nc|r,e of thc proiect. With()ut a proper
rr:c'll organised rcsearch plan, it is imlrossible to
compl!'tc' the proj(.ct and reach to anv
conclusioll.

'liesc.arch Methodolosv' is a \^,av t{t
sl,stunatically solvc tlre rcsearclr P16!lems.The
rcsearch ob,cctives are clearly sct ir.r this
p.rpcr,n lrich n'ill help in stle.cting apPrePlisltl
rncthodologv and rcs(arclt dcsigl.l so as to attair.t
desired goals of the study.

Scope of the study:

I Thc scopc covers the study of alvarcness
amongst consumers about electricitv
consumcr's riBhts with ilt thc ar(Jas of
MSEDCL.

r Period of th(} studl': Study is carried out
from 2005 to 2015.

r Gtrgraphical Dirnerrskur: Thc. survcy has
bc'cn conducted in Bhandara District .

r Target glorrps: rc'sidential an<[ Commercial
consume'rs oi MSEDCL, Bhandara District
rvere targct groups consiclcred for this
research studl,.

Objectives

To asscss thc lcvcl r--f arvartncss oi tlrc'
c()nsu!ncr's rights among thc elcctricitv
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consumers in the area of operatiotr of MSEDCL.

Hlpothesis:

Consumers have realiz,ed his role,
responsibility ancl artartness regarding
consumer aights and it's used

The Research Design

The research dcsigr is the blue pritrt th.1t hclps
a researclrer to attaitr the obiectives eifectivelv
and efficiently. The dcsign is mainlv concerned
about Dat,r Coileclion, Sarrrpiing ancl th,'
Instruments to be uscd to collect accurate .-urd

bias frce information specific to the rescarch
study. The preseni studv is analytical and
descriptive in nature'. Accordingly, tlre usc is
made of primary as u'e'll as sc€ondarv data-
Descriptivt'research is carried out with dr:finit€
obiectives and hencc'it restrlts irr definite
conclusion. Apparcntll', thc. cQnclusir'rns d rarvn
from this study u'ill be ctcscliptive in nntutr-

Data Collection

In the present study the infonnation is intcndcd
to br'gathered from prinrary as n'ell as
secondary sorrrces.Thr research method is the
field rcscarch where' in the srrrvey through
questionnaire tirr the c-olk:ction of data is uscd
as well as personal intervie$,s arc conducted.

Sample Dcsign

Due to tlrc variability ofareas and consuncrs, a
samplc rvith maxirnum ecographical sgrread
was sclsctcd- Random sampling tcchniquc rr,as
used to conduct tht'survey anong electricity
consumers oi Maharashtra Statc Electricity
DistributionCo. Ltd (N.{SEDCL). It\.vaseusured
that all tvpes of arcas and cotrsumr-rs lt.efc
covered.

Sample size- l)300 no. Of consumers \\,ere
selectcd on thc' lrasis of random sampling
method.2)The sample llas st'lecte<l from
residcntial ancl commercial cons!rnreas lvere
randornly sclcctcd.

Df\TA ANALYSIS AND INTERPRERTATION

Gr'aph l: As'arentss of
''Electricilv Act, ?003'

Craph 2: Arvan-,ncss tri
''Electricitr Consumcr's

Rithts'

Basc=300

At^,arcrncss of "Electricit), Act,2003" and
"Elcctricity Consumer's Rights" ivas found to
be very lorv among the electricity consumcrs
.Those rrho wcrc alrarc oi "Electricity
Consumer's Rights" came to knorv about it from
lhe chart at the slrtion oftict'/ sub ctivisional
office of lr4ahavitaran followcd hy an
advL.rtis(lmcnt of N4ahavitalan.

Gtaph 3:Awareness oI dilferent "Electricity
Consumer's RighUProcedures"

lla-se=20

Ivtost of the clcctricity corlsumers, \ ,erc aware
of thc "Elcctricity Consumer's Rights/
I'rocedurt's" related to nreter, billing, Pr<xcdure
for gcttillg a ne$' conncction arrd sccurity
depo5i1,q;t6, to kno}{'. A$,areness oi right tL)

receivt' notice and duc process prior to
diseonnrction and proccdurc of rccorule(tion
,Standarcls rtf pcrfornrancc of clet-tr.icity
distribution c()rnpanies ,Consumer Scrv ice
Centrr' ,Conrplaint handling and grievance
rcdrcssal

rr.as negligible. Those rr.ho lvcrc arvare ol
"ElectTicity Consrrmcr's Rishts" c.tme tcr knov!'

. r.1-e . *Fl
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about it from the chart at thc section office of
the companv or by an advertisement of
Mahavitaran and from thc consumer chartc.r/
any other source-

CONCLUSION

The study reveals that

I Thc awarr.ness among$t consumers abottt
the Electr icity Consunrcr's Rights/
Procedures" relat('d to meter, billing,
pr&edure lbr getting a neu' connection and
sccurity deposit,l{ight to know must be
increased by arranging spc'cial Campaigns.

t The awareness about tlre Electricitv Act,
2003, Electricity Consume r's Rights/
Procedures, MERC Regulatir:ns rclaled to
right to receive noticc and due process prior'
to disconnection ancl proccdurc of
rcconnection .Standards of pe'rformance oi
clr'ctricitv d ist r ibu t ion conrPanies
,Consumer St, rvice Ct'ntre ,Conrplaint
handling and grievancc redressal u'as
found to be very lon.

RECON4MENDATIONS

From the study itis rccommcndcd that MSEDCL/
Mahavitaran need b:rdopt thc ftillowing
nT c'asurcs to increa-sc the awa rcne'ss o f corls ume r
rights and consumr.! grievance redressal
mechanism amonB its consumcrs:

I To dispense the information related to the
elect.icity c()nsumcr rights arnorg its
colsumers in thc'toln1 of pamphlcts along
with the bills. rr.ithor.rt bills and irt tlrt:
MSEDCL offices

r To I.tave seFarate notice bo.rrd at their
olficcs to display thc information rclated to
electricity consumer rights in local language
(Maraihi).

r To publicisc the information rclated to
elcctricitv consumer riBhts tltrouqh mass
media (tclcvision, radio and ncr.r'spapc'rs)
on quarterh, basis.
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