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(Overview of the Performance of Jessore PBS-2)

^TP^gjlW (O gf^PT ^o^b-^o^):

’lit f%^ ^ ^51 f^^^iWfl w TO W o^.opptfi’ b^lrb
?f5^r ^TnciIcu^ ^fft f%^sT?R bo 1^ >if^lofi

■STPij I aT^[»i<p«l(.<i oo
C’fTPi'ot <ijolo> oo b«)^V ^fRt OStTO ^i^lt (^^rsr^t ltt$3 <ijolo) $3

^l3^'Qa I ^5TO TOH C^fTO (^*1^^?, 'S|'SJM5t3 'S HO|^«1 C^T'llfl ^olo
hoI^ <j>lft?il ^^f^'SrcTr. ^RT CsmI^ ^«10«ir C^ft^TST ^«no=il ©^IrsfTO >iw?I i>oo^ .
f%gf^S iTO TOtt? f^T«, >i3j^-^

W5[R >i<3^Tc<i<j '^‘5t^-^o^b f^TO TO TO f^T®, C*fe WTO =TW TOfH ^fft ^fstfo-
TOsf ^f'3'of^T >i<i5ci

^TR 'Q ^fTO^nro TOTOTOR 5;R?¥I CTOo^ fifs ^OlrO f%8tRS c<^jfi<p «Tt^R TOl^ TO? TO^I 
CR’^o'^ fi(? (jcj^o^b 'SR TO^C-9 SfTO TOt TOC^I

1%^1R^ 3<pc?i^ 'oft'G’^ni rIrTOt^-iJ (TOf5!^) ^TO^f, b.5 ^'S^TO c<pR^-o (^BijiIj ^c<pu

^ 'sit'S^TO (TO^ TO), RtTOlR^-S (CRTO^R) 'S cTOTTOt-^ (RlR-^TO) ^c^.Ih^ITO
TOs? R’TO TOT ;>uk^I b.(? ^ 'sH'G'sr?! bb<?(? f^SlR8 q[^H 'Q ST^TTO ^Tt^vTO oof5
^ft^iCSRMR 'S bibvi^ t%8fR§ R^R =1t^R iRRfR ^TO^f^'ilR g^9R WT'SoR boo f%§f^S R^T cTf^R ’Q ‘HSp 
IrsfRS =TftR ^T^fi^TOsTO TOT TOTT^I TOTOft^ IhjiRi^pi TORTOTO TO?T TOfTR.^fft RlRf^-^ ^R

^{TOR^TR Sfa ^Cv5 ool^ CR-CRRRR ^f^SPTTRTR RTO R"f>)1ocR iR^Sp? 'Sf^ffTO RTOR 'SRI <p|4klH TOR TOT TOTf^l TO
^ffro oo^ §Ts Tr^. sw rto i RfRlro f^tR t%ro b^ crs^s i ^ rIrI^'c^ rtotr ^toprr r°to 
bb-fS, TO -^o ^r1%^], oo cr^ fRTO R^TO b^ *srz bb CRT^ fwTR R^TO bob Iti Upcoming
Modernization &
TO TOT RTTOH R^RT RCTOI 2fW Rr®T RT»T fRRk'tR ^RlT’t 'TOT Rt^RI

I^^wSpr'; ':i
^fftf^CRT^, RWT-*

/L.
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b.C8 bo>(? Irbob
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^5
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^5 ,5It'3,ot^ ^5 5ffi;st 2jl^c<P^ f^^Ttvsn biR^I (^IW® C^TT®) *tlC^I
^tit ^Tf^-Ci '9ft 0SfRI«l ^f<MiD 'QftK ^=1!*?!^ <^5 ^ft '«iw^l.C#f I 4^5T'3
^f^It C7!^ ^v3TIt^ 3yft3f 3fTCSj lii^f* <plf=i*il ^=il^t?I 3^ f5!^ ^ fetol

^ C3^ C^TOT ^Tn^ITT
*itw ^ f^fosi mm f^r^ >i<]<!fii^ Rtw ?j?$, ^ ^iRc^i^ 'sri
'Q

b. ^I'srN^lD-g^R’t?! ^'GZ^I c^lflC'iCHtq ¥IW (ft*\ ^sr^fT^f C7^ *fft*[?T
TPIr oo bb C^% =5Tt^ gf^TPT <P^t ^C^.1

v
^iiRpS ^ftus ?ft 1%*nn sjt^<iji^
o. 9iRwji ^pt ^ftcs^ cic**pj

^Rwl^, ^iRc^in fSrft 12^>hlwfl '5fTi^rpf '3iT# \9ftK
<Sft
^ItTvslv^CHfl gftSit'SM 

^n^orsi 'Q'srr^ vs <pI(.«t^ s^^tt^i

8. -Rpvsiws t’pfr 8^ fcfsrs f^r R'H Wtot »pc«i %I°i^T

I* ^t5t^i

'-b.c% '®lt^i

'SR^T ?lRt «ll^H 5?^51!c^^5t ^sf 'SlHJ
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5. ^iIRroc^ gj!^ vsooo 1%s1rs o 

vb. SfTil b,\5o,ooo IRiyis ^ITTO «PT b-b.(?% ^f% 9ftl^.l
% <[Hf^<rr-T ^^^jich ^rm R sMu ^ ctei ^Misrrc^ra ^ 5fT^R ^-c^rc^R
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f%sf5f§)

'^n.'srfl ^^1% ^1*11*3.^ ^Ttl ^S5 cnT^nlu fn^h ^T 'S

b.

tqi'stis^^-pR^ ^qui c^pMww^ ^tw ^ H^rr ot c^ w ^etc^-^rt ter ^tx*R
C^jf^xp ^Inlacf?^ ^RI 2fT?Pclt C^1% bb C^t% «it vT SHiR WT ^5 <p|'srlu ^R|

^r ^sp f^r^ >ifl<i<]k^fi rr ^f% ‘5Htr i

O. ^00 f%:frr; cfl^R f^T«f, R^HR 'Q 'Sfl’fCSRM^ TOSR ^RJ

8. ;35R’ "Modernization and Capacity Enhancement of BREB Network (Khulna Division)") 

Sj-'HSlil ^RUR 'S ^IW3 'SrT'S'sR b^b-.t? f%;f5T: OO Rft^I b(?(2b t%:lR: bb C^f® ^ft^T, (Jois f%:f5r:
^R ^o 0815 bo 4?r1%3. OO/bb WR 'SNs o$ 15 vso/bb C^f% {B*l«»«ts

$. ^IR ^RT^nr =Tl^T f|pr, RRRt, WW, ^ihlPi*? WRft <n«fR ^qRI?j)
^R <SRj ^f1%wR Wt RLW 'ttt ^TWTR ^T 7R<RR^ RR -4^0 R’tlRRT

'S "SRlRM f^Rs <P<1C^ ^R|

<P<1C^vb. «rH<3«l

bl f^iFsrRR <p\5«p f^RRttR b\3-b/^ C^, boo/b(Jo ifTSTf^^ ^9ic<PC'i3 '5n?ttR <P^<P Ih'st^ ^I^lRR

(75*R 1^3fR <piqcvs I ■SORT'S && ^f5s

bol5 vs vs C^1% Ih^Ih ^RT 2RRRR I Plt^W «R ^-^.(?% SR 9ftR I

bi ^'3ilT9fRt bo-b/\so 'S boVoo Rl% '5rt*tR ^ Rpsp^ ^pfRW
^am\ C*R ^T*fR ^R-3^R ^P^RHrR W^I RrR^R .«pv5<p c5^R 'Q ^'Rk1 

R^ffRo 0^15 vsvs (Rf^ RpvsR Ft^<pRR ^Rr^t^ofl RRI

vs i ^Rrar-b, c^R^-b ^'G'jjt^rvHt ^c4c*ii?i bo ^RrjR R^Rra b.^s ^'stir
5tRW5rR ^Rtoh ¥(R bo/b8 vfl'5ji%'il ^Tt'QTJR 5IRW5TR I

si ^''tR ^iR^ (sf^R bo 15 *|Rt>f<l ob15) v£i^ Ro^^i =iRch "SjRt^ b<?-oo ^sI'oR sTR <tooo
T5% <pkd<; C^tR^lT C®t®t R^K

w viRf^T'S -iRf^j<i sfoR R(.<piq ’^^fiR R1^^vQ'?rR R^®1 «iRh ^nr ^Icoc^l

6 I v^R ^vaiit^ft^t <i|vsiR ^cTRiR. '3vsl<ic^o C^^jRxp Rotq^ «lR*HC<P Rt^R 5llo^ =lRw ?Rlt^ <^R 'SRI
SRWR'Sirf 3OTSRI

'Sr^t RRco

r,«rfr§ wfer fwi 
^R%?; c^Rtfr. ^ 'o^sra ,

rRR crfo, irR5!-^]
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b:

wtt? ft®* ^ (Vision), ^wj (Mission), (Field of
Performance) (Functions):

b.b (Vision): <1!^^ ', « ”5IRW3l«?

'S ,5TT«iyw Sll^^ '©Tttf-^TTsnfsR*
\5«jjch WTO^Tl

b.vs c^s (Field of Performance):
ob 1<U"<5i(t<) ^THI

o*|

ovs I 2jlw?l ^rl«w*ih <3 ^TTO RjjRf^ 'Q

081 H'gn 'S Sjl^w^U ^TWR?RI

ylfru 'Q C^S

b.8. 4l<hPi fFunctions'):
'Q *q)S^.I 'Q foliH I

^I 0^ '3TWJ ^ihlPi<p>i^ ^«lf& 2fT^ btr RcHf^ ’SRifr ^e’f >i)^1^ 2jt^ ^Tn^RM sm I

vs I jfTW

81 fsiwft Wt ^5f I

v!» 1 '^TfR’tft ^n?R- Rr^r swr5! i

HI ^tlRTTR 'sfR ^1% vS RTTI ?Kc<p!ik"'R RR’St ^Tl

«> I 'Q n Ih^*^ R'^J's fHpI?'0<PJ]cf I
bo | Sfl^C^?! 'oiRc^l ^ RRSR Wt I

bbl <1C<P«I i9R* ^Tf5f^ >i<*P>l'o| ^f%WTl

I
bo I W
b81 2llR)‘o|R<i» \3 ^5lR5|R I'spvsls 5q<RI 
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^tH ip^lvci/sf^t^ (Outcome/Impact)
^*>r*f*Ht*R sjssp^j

(Performance
Indicators)

(Outeome/Impact)
21^5 ,®WR 
(Cio^o^))(Unit)

g|^S SlW'W (Projection) <S*it«3p
(Sources of 

Data)*wrai3r
*f^) (^0-^8) (^8-^)

8b Q b* & bo

*ff^T e
^iQbiein ^fr

'Q ‘fsf’aaHi^y

f^T^, 'S »£Plf®%, P<flo31
^Obtr I

88(JOb bftooo b8ooo b^OOD

R^ola C2jf^5 
^iR^SHl ^o^b- 
^osb,

Accounts
Receivable ^ '%p\ b.^b b.58 b.^o b.b« b.bo

gtfl%frrl^

•(f^SRT ^o^b- 
^o8b, 'a^RjRf

'Q ®tfit R^j's ’■hRI’vo, 
^HsdRRR, 2f*rm, 

'sH^T ^ctT«T?T

Collection 
Bill Ratio % boo.bo *5\lj.Oir i&s>

^I'oln ftt^T ^ob&,
R«il^R 'Q

^Rrf% ■
R^ Ro^ff S?i?m R^nRrc^r^ % bb.b'ir bo>(? bo.(JO bo.8o bo.^(J

’tteTH Pu.^st 
^Pfrf? tiR b;Obvb,

^ r^R tIR ^ob\b.

Pu.'Gsj (C^:^:)<3 RRi>SAIDI . \i>oo ^Ob booo J5)(JO Jsoo

cir<i*^j R-iRfRti <3

RlC'S'W ^Sf*lfcs*lH (C^:^:) 
,!,ff?nT^' 'Q R^j's >jRfo

SAIFI b(J 8.8VO \3(J 00

«tc4ls ^nt f^tw 
RPnn cewrra®! «i>iw«tii “i

^_J
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'^NCitc'n ^tft R^Fst?H c^s-'it^ (7f,
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(Acronyms)

+

(acronym)S

cc Citizen’s Charter
Disconnection for NonpaymentDNP*

DSL Dept Service Liability
E-GP e-Government Procurementg

Enterprise resource planningERPa

GRS Grievance Redress System'b

KilometerKM
KilovoltKVb-

Kilovolt AmpereKVA&

MW Megawattho

National Integrity StrategyNIShb

ROW Right of Way
Right to InformationRTIho

System Average Interruption Duration IndexSAIDIh8

System Average Interruption Frequency IndexSAIFIb<?

Sustainable Development GoalSDGh't

$c«iaPi<ph')

c^tsltsrbtr

vi] ■5^5^45}

h-o

^h

^8



•tr**

•sIwl^^liTl
'Sf^sTn, "^rf^fNT,(Activities) (Performance Indicators) *INT

,5HTl^<P Sflfsfc 0 9lf?R\5lJPTiJCHN *fft f^ST'\1.1.Reduction 
of System Loss

1.1.1. System Loss at billing Meter 
( w/o resale)

^l^lTH SjfowHl1.2 Inspection 
& maintenance 
of distribution

1.2.1 Inspection & Maintenance of Distribution line 
to the total energized Line including Grounding 
(FORM 569)

line

1.3 Reducing
Overloaded
Transformer

'*rc*rni *ffi TMLM software
aFx<m I

1.3.1 Overloaded Distribution Transformer

RiJIiq fk^i♦ftr1.4 Meter 
Report

1.4.1 Action on Meter Report

aj|p1*q> voitfsfcF <i
STf^T^R (tFR-<?do) <3 ’ff?7! >3^

2.1 2.1.1 Accounts receivable (w/o resale & rebate)
Improvement of 
institutional 
efficiency 
(Financial)

TPFfr'GlUTa,
ailPltp^rtfsN* 'Q

iRf^l 1^f%N
^RP'GTirr^

2.1.2 Reduction of over 90 days consumer 
(Outstanding) from last Fiscal Year (except 
Irrigation)

vSTtf^'Q *tf^s5UR
afiC^'H (^PR-ttao) ’O 
iRtWsTl^R’R, f^ls 
>nffr^3T!TT5;

2.1.3 Accounts Payable

■srlf^erTf^’S
Sf1%r^R (’FRtfdo) 'S V|R-,1 ^

^np&'Q^irra,

<ic*ira ^ffr f^r?.2.1.4 Collection Bill (CB) Ratio (w/o resale & 
rebate)

^tSt f^T«.2.1.5 Inter-PBS Transaction with Cross Subsidy 
Contribution
2.1.6 Payment of Debt Service Liability

af^cs'i’H (¥R-fi(Jo) >3 '3?f

5f?5'3TnT3,

2.1.7 0 & M Expense per KWh (Excluding Power 
cost, Depreciation & Amortization expense, Interest 
expense and Provision for Uncollectible Amount, 
i.e. 0.5% of sale of electricity)

tipfR afr f^7«.2.2 Budget 
Implementation

2.2.1 Revenue Budget Implementation

■smra aft fajr*.2.2.1 Capital Budget Implementation

^IrRNPTatrf^2.3.1 Operation and Data up-gradation of TMLM 
software

2.3
Improvement of

i
stc^tg urstm
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(Activities) (Performance Indicators) »INT
i^vad^Tf <i|ia«q|«^'*rc*tnr *tlit ft’jrctechnical

capacity
2.3.2 GIS Mapping of 33 KV/11 KV/6.35KV Line

>IWN ’T®!2.3.3 Average Training hour per Employee

orafsps slf^PRt2.3 Transformer 
Repair

2.3.1 Ratio of Repaired Transformer to the total 
Repairable Transformer

^MIcsHhIpi3.1.Ensure
uninterrupted
electricity
Supply

3.1.1. System Average Interruption Duration Index 
(SAIDI)

C«ll'st-llw? csfw'Si^
5jC-ll?)3.1.2. System Average Interruption Frequency 

Index (SAIFI)

sfotvMi3.2. Ensure 
quality 
electricity 
Supply

3.2.1. Power Factor at each billing point

■^ITS ■#!3.3 Reduce of
Damaged
Transformer

3.3.1 Ratio of damaged & repairable Transformer to 
the total installed Transformer

ST'TtFTC4.1 New 
Connection

4.1.1. Demand note will be issued within 2 working 
days after receipt complete application for domestic 
connection (LT)

sI'iIchs4.1.2. Domestic connection (LT) will be ensured 
within 2 working days after deposit of Security 
money & House wiring certificate

4.1.3. For 11 kV and above voltage level 
connection , Demand note will be issued after 
completion of field inspection within 13 working 
days of application subject to fulfillment of all 
conditions

irt^F Sf’TtWS afa-C^RI4.1.4. 11 kV and above voltage level connection 
will be provided within next 2 working days after 
deposit of demand note money (completion after 
deposit vvork-if applicable), installation of Solar 
panel, CT-PT with test report, approval of 
Substation installation from Office of the Chief 
Electric Inspector & other apSplicable document

Vt'irs ^ f^jT^4.2.1 Public Hearing arranged by PBS-Head/Zonal 
Office in presence of Local Administration/Local 
body/ REB Officials

4.2 Customer 
satisfaction

'alfowl’f MferTJIs4.2.2 Timeliness to attend Consumer’s complain

i

f
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1
(Activities) (Performance Indicators) (Calculation

Method)
’TR

(Weight of 
Performan

C*F3r(FieId
«tW*M

(Projection) (Projection)(Unit)
(Target/
Criteria
Value)

of (Weight
ofFidd)Pcrformcnc

cee)
Indicators)

$o$o-$b
(boo%)

1.1.1. System Loss at billing Meter 
(w/o resale) (Lower better)

1.1.Reduction of 
System Loss Cumulative 20% 11.88 10.85 10.50 10.40 10.25

1.2.1 Inspection & Maintenance of 
Distribution line to the total energized 
Line including Grounding (FORM 
569) (Higher better)

1.2 Inspection & 
maintenance of 
distribution line

Cumulative 2% 100 100 100 100 100
R'oset *8

1.3 Reducing
Overloaded
Transformer

1.3.1 Overloaded Distribution 
Transformer (Lower better) Cumulative . 0.00 . 0.00% 1 0 100 0.00

1.4.1 Action on Meter Report (Higher 
better) Cumulative1.4 Meter Report % 1 100 100 100 100 100
2.1.1 Accounts receivable (w/o resale 
& rebate) (Lower better)

Eqv.Cumulative 8 1.21 1.54 1.20 1.15 1.10Month
2.1.2 Reduction of Over 90 days 
consumer (Outstanding) from last 
Fisical Year (except Irrigation (Higher 
better)

Cumulative % 3 60 60 60

2.1.3 Accounts Payable (Lower better) Cumulative Month 1 11 1 1 1

2.1.4 Collection Bill (CB) Ratio (w/o 
resale & rebate) (Higher better) Cumulative % 96.081 103.13 99 99 992.1 Improvement 

of institutional 
efficiency 
(Financial)

2.1.5 Inter-PBS Transaction with 
Cross Subsidy Contribution (Higher 
better)

Cumulative % 2 100 77 95 95 95

Crore
Taka

2.1.6 Payment of Debt Service 
Liability (Higher better) 4 17.99 11 30’ 20 20sum
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(Weight of 
Performan

(Performance Indicators) (Calculation
Method)

/ c*fc3%
C¥S(Field ^1=f 

of (Weight 
Pcrformenc of Field)

(Activities)
«wr»(rau
Wrw

1
(Projection)(Unit) (Projection)

*<>*8-*a(Target/
Criteria
Value)e) ce

Indicators)
«piwm
(boo%)

H'ip'oT <3

2.1.7 0 «fe M Expense per KWh 
(Excluding Power cost, Depreciation 
& Amortization expense, Interest 
expense and Provision for 
Uncollectible Amount, i.e. 0.5% of 
sale of electricity) (Lower better)

oo
Tk/

0.93Cumulative 2 0.90 0.99 1.10 1.10KWh

2.2.1 Revenue Budget Impleniention Cumulative 1% 952.2 Budget 
Implemention

95 95
2.2.2 Capital Budget Implemention Cumulative 1% 85 85 85

2.3.1 Operation and Data up-gradation 
of TMLM software (Higher better) Cumulative % 2 54 57 80 80 80

2.3 Improvement 
of technical 
capacity

2.3.2 G1S Mapping of 33 KV/11
KV/6.35 KV Line (Higher better) km 2 0116 475 475sum 475
2.3.3 Average Training hour per 
Employee (Higher better) Hour 1 68 77 70 70 70sum

2.3.1 Ratio of Repaired Transformer
to the total Repairable Transformer 
(Higher better)

2.3 Transformer 
Repair ■..95Cumulative % 2 103.35 127 95 95

3.1.1. System Average Interruption 
Duration Index (SA1DI) (Lower better) Sum Minutes 1 600 201 1000 ' 950 900'O. slkc'p*

'S

snafsiWlfa**
eUJ‘T*J

'O

3.1.Ensure 
uninterrupted 
electricity Supply 3.1.2. System Average Interruption 

Frequency Index (SAIFI) (Lower 
better)

Sum Times 1 15 4.483 35 • 32 30
8

3.2.1. Power Factor at each billing 
point (Higher better)

3.2. Ensure 
quality electricity. Average % 0.97 0.97 0.93 .0.93 . -0.93

3.3.1 Ratio of damaged & repairable 
Transformer to the total installed 
Transformer (Lower better)

3.3 Reduce of
Damaged
Transformer

Cumulative % 1 7.34 6.21 .1.50 1.50 1.50

4.1.1. Demand note will be issued 
within 2 working days after receipt 
complete application for dopaestic]] 
connection (LT) (Hioher heftefvF

80; ‘Cumuldtu^e 2 80 80
/
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(Weight of 
Performan

(Activities) (Calculation
Method)

0*Pt4H *a1w
(Unit)

J
(Projection)

*o*s-*8
(Projection)(Performance Indicators)C?2r(Field

(Target/
Criteria
Value)

of (Weight 
of Field)Performenc

cee)
Indicators)

(boo%)
4.1.2. Domestic connection (LT) will 
be ensured within 2 working days 
after deposit of Security money & 
House wiring certificate (Higher 
hetteri

[ Cumulative 2% 75 75 75

o( 4.1.3. For 11 kV and above voltage 
level connection , Demand note will 
be issued after completion of field 
inspection within 13 working days of 
application subject to fulfillment of all 
conditions (Higher better)

t
r~.->

Cumulative % 2 70 70r 4.1 New 
Connection

t

I?
'S’

8. Pt'jj'J.■tf

4.1»4. .11 kV and above voltage level 
connection will be provided within 
next 2 working days after deposit of 
demand note money (completion after 
deposit work-if applicable), 
installation of Solar panel, CT-PT 
with test report, approval of 
Substation installation from Office of 
the Chief Electric Inspector & other 
applicable document (Higher better)

Jllwhitw •

!*■)

-*

I. .

h Cumulative % 2 75 75 75*•
rm* Ty/.

wm
T

4.2.1 Public Hearing arranged by PBS- 
Head/Zonal Office in presence of 
Local Administration/Local body/ 
Local Elites/ REB Officials (Higher 
better)

Sum Number 2 38 39 • 20 20 20
4.2 Customer 
satisfaction

4.2.2 Timeliness to attend Consumer’s 
complain (Higher better) Cumulative % 2 100 100 100 100 100

Total 70 70
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(Activilics)c^a{Fk>ui

c*<f»ua«j iS^P
(Unit) Prctjcclion)

^o^9-^6
(l*crfonnanct‘ Indicators) i Calculation 

Method)
I’rojection)

(Target/
Criteria
Value)

(Weight of 
Performan

of (Weight 
of Field)Pcrformcnc

c) ce
lndicat<»rs)

(ioo%)
4.1.2. Domestic connection (l/f) will 
he ensured within 2 working days 
after deposit of Security money &.. 
House wiring certificaic (Higher, 
heller)•

75 75 75Cumulative 2%

4.1.3. For 11 kV and above voltage 
level connection . Demand note will
be issued after completion of field 
inspection within 13 working days of 
application subject to fulfillment of all 
conditions (Higherbetter)

7575 75Cumulative 2%4.1 New 
Connection

8.

anphWRi

4.1.4. 11 kV and above voltage level 
connection will be provided within 
next 2 working day's after deposit of 
demand note money (completion after 
deposit woik-if applicable), 
installation of Solar panel. CT-PT 
with test report, approval of 
Substation installation from Office of 
the Chief Electric Inspector & other 
applicable document (Higher better)

757575Cumulative 2%

4.2.1 Public Hearing arranged by PBS- 
Head/Zonal Office in presence of 
Local Adminislralion/Utcal body/ 
l^ocal Elites/ RF,B Officials (Higher 
belter)

20 2038 39 20Number 2Sum
4.2 Customer 
satisfaction

4.2.2 Timeliness to attend Consumer's 
complain (Higher better)

100100 100 100 100Cumulative .2%

Total 70 70
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