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Abstract

The PhD dissertation entitled “Governance in Rural Energy Utilities in I-iangladesh: A
Study of Palli Bidyut Samity” is started with the hypothesis ‘better governance in pubhc
utilities creates better customer satisfaction towards the delivery of services’. Governance
is considered here as ‘legitimate relationship between state (Palli Bidyut Samity/Rural
Electric Cooperative) and civil society (Customers)’. Thus quality of governance has
suggested a thorough inquiry about participation, transparency, accountability' and
competence those are observed as the basis of ‘legitimate relationship’ between Palli
Bidyut Samity (PBS) and its Customers on the one hand, and an investigation on
customer attitudes to the services, on the other.

The research findings from the case of Dhaka Palli Bidyut Samity-1 (DPBS-1) have
indicated that customer are being deprived of their due participation at different levels of
PBS activities because of irregularities in executing motivation programs. Although the
Board of Directors and Lady Advisors, the representatives o f the customers, can take part
in Board Meetings and some of them hold offices like president, secretary and treasurer,
they are to seek approval from Rural Electrification Board (REB) on all crucial decisions.
I'ne DPBS-1 has to maintain its transparency to the stakeholders by disseminating
manuals, by-laws, policy instructions, form-550, monitoring report etc. But the local
news reporters of national dailies are found critical about the openness of this PBS in
respect of ‘right to know’. It is observed that the GM has to answer at Board Meetings for
all matters regarding PBS activities on behalf of management. The internal accountability
of each functional division in this PBS follows the job descriptions properly. On the other
hand, it is found that the directors and lady advisors of DPBS-1 has achieved
considerable entrepreneurship quality and the managers and employees have developed
much of their professionalism and technical expertise through imparting training and
career experience. But they need more training.

The attitude survey on DPBS-1 shows that the customers are satisfied towards services
like ‘attendance in written complains’, ‘checking service lines’, and ‘maintaining quality
feeder lines’ and highly satisfied to ‘meter reading’, ‘bill preparation’, ‘bill delivery’,
‘bill payment through bank’ and ‘system loss (non-technical) management’. But, the
customers in this Samity are highly dissatisfied to the intense ‘load shedding’ and
indifference o f‘director in solving local electrical problems’. One category of statistics
shows that the average service provision or quality of governance from the customers’
point of view (in a scale of 20-100 percent) in DPBS-1 (70.92%) is better than NPBS
(60.42%) and lesser than SPBS (78.92%). And it is found from the T-Test that there is no
significant difference in service provision between DPBS-1 and NPBS or between
DPBS-1 and SPBS or between NPBS and SPBS. However, it is revealed from the Focus
Group Discussions that the household, irrigation, commercial and industrial customers of
these PBSs are harassed as they have to bribe village electricians and wiring inspectors
for customer meter order (CMO).
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Chapter 1
Introduction

The Problem

Provision of basic public goods and services like food, educalion, energy, health care etc.
is a great concern to the governments all over the world. For this, they undertake policies
and programs and create agencies and delivery institutions of their own or contract out
some or the activities to NGOs or leave those to private sectors. Sometimes they replace
highly centralized, hierarchical organizational structures by decentralizing management
environments where decisions on resource allocation and service provision are made
closer to the point of delivery, and which provide scope lbr feedback from clients and
other interest groups. Moreover, governments establish productivity targets and create
competitive environments within and among public-sector organizations (Cheung,
1997:436). No doubt, these activities are designed to achieve efficiency and effectiveness
in delivery institutions that cause clients’ satisfaction. 1-ollowing this direction, many
government agencies and institutions in the world have shown better performance and put
forward lessons for replication to the same. The Palli Bidyut Samity (PBS) of
Bangladesh is a case in point here. The PBSs are electric power supply utilities registered
with the Rural Electrilication Board (REB) of Bangladesh Govemmenl | hey are entitled
to ensure “effective use of electricity to foster rural development with special emphasis
on increase of use of electric power for economic pursuit, ............... " {The Rural
Eleclrification Board Ordinance, 1977). The PBS system has a built in mechanism for
community participation at different levels. The purpose of the present study, therefore, is
to examine the managerial capability or the quality of governance of Palli Bidyut Samity
in provisioning electric supply. Before setting research objectives, we would like to make
an outline of the Rural Electrification Program of Bangladesh Government, Rural

Electrification Board and the I"alli Bidyut Samity below.
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Rural I”™lcctrillcadoii Program

At the liiiK’ of partition oT British Indi;i in 1947, there uns a tiiiv clcctnc s\stcin in tlic
then Hast Pakistan now Bangladesh The total power generation capacity was only 21
mcgawvatts. A siynil'icant development in the power system happened later But those
edbrts were taken hasieally lor urban devclopnient and industrial expansion. Altfiouuh
the agro-based economy needed rural electrifieation. the aiithont\- paid little attention to
that direction. As conse<]ucnce, during Pakistan times, many traditk>iuil rural industries

got no way to survive.

Alter independence ofBangladcsh in 1971, the whole strategy of development planning
was reconstructed. The long neglected rural economy got priority and the government
considered rural electrillcation as a constitutional t)l)!ligatu)n and a slate prineifile (lhc
Ikin~Mailcsh constumton: 167 In 1972, Riira! Itlectnrication Directorate was
established under the Bangladesh Power Development Board (I*PD!3). The BPDB
planned to energize thana headquarters, local bazaars, irrigation engines and deep tube
wells and they got signillcant success ol'their erforts. But the planners soon understood
that the idea of comprehensive rural electrification was .somellnng more than the
electrification of some important local centers and provision ol'electncity !br a limited
.section of consumers. This idea could have only been possible by introducing an electric
netw'ork that would ensure reliable electric supply to each and evcr\' potential customer.
As the program required huge investment and preliniinar\' CNperience. they sought for a
pre-investment feasibility study. In 1976, M/S COMMONW!-'Al, 111 ASSOCIAT'IS
INC. and the National Rural Hlectric cooperative Association (NKI;CA} of USA
undertook a comprehensive feasibility study, financed by USAID, loinlly. |he major

recommendations of the study were the following:

« fhe program should be implemented in phases— preferably in 5 phases.

» The projects sliould be undertaken on Area Coverage Rural ITectrillcation
{ARCE) with the ultimate aim of total ciectrilocation in each project area.

» To ensure direct participation of the benenciaries, each project area should
form an electric cooperative, called Palli Bidyut Samity

« To organize, administer, and monitor the activities of the BBSs, a central
agency should he established.
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According to the sugycslioii of consultants, tlic Area Coverage | 'lectrincatiun:
Phase-1 project was prepared and the planning coniniission approved it with some innior
change. This project included 13 PBSs covering 54 lhanus At present, there are 07

approved PIiSs, 'l hose are registered with RUB and are being operated comniercially

The Rn program has got iioih llnancial and technical assisianee from outside | ollou ing
USAID many international agencies like IDA, 11)13 CIDA, NORAD and some
govenimenls as Finland, Netherlands Saudi Arabia etc. have come Ibrward with generous
assistance. The NRECA (National Rural lilectric Cooperative Association. USA) has

played a remarkable role in technical cooperation over the years.

RURAL i:i.KCTRIFICATI()N IMUXJRAM IN BANC;LAI)I:S11
Key Statistics
(As of June 30, 2002)

I'irst PBS energized: Dhaka PBS-1, Juno 2,1980.
N umber o f PBSs organized; 67
Number ol'PBSs cominercially operated: 67
Number of Districts under the Program: 61
Number of Upa-/,illas under the program: 424
Number of villages energized: 35,672
Distribution lines constructed: 1,44,137 Kkin
I'otal no. 0f33/1 1 kv sub-stations: 272
(New' Construction: 220 & Renovation: 52)
¢ Number of total consumers: 4,058,362

Cute>iories o f Consumers

a) Domestic: 33,49,284

b) Small Commercial: 4,59,528

c) Irrigation: 103,980

d) Industries: 73,827

e) Charitable: 64,541

0 Others: 10,202

e Total Land Irrigated under RE Program: 16.7 Lac Acres

» Average rate ofcollection ofbills: 98.19"»
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= Average .Sy.slctii Loss (67 PBSs). 16.0()")
= Average Syiiem Loss ol'61 iMiSs; 13.4<S'o
(H.xcepting 6 I*USs witli iiiii;e taken uvei ol'I’'DB <t DI:SA liiic.s;
= Average System Loss of 6 i'l"Ss: 27.4K'(i
(wiili liuye liikeri over ol'l’'Dli & DKSA lines)
e [he CPBSs are: Cliadpur,Narsiiidi'
Manikganj,

Brainaiibaria&,
M\in(jnsingh-2.

JjREI. /line 2002: Annual Report {201)0-2(101 (K-20(f/-2002/

Rural Klcctrificalioii Board

Rural nicclrillealion Board was established under the Rural r-lecinricalion iioard
Ordinance, 1977 (LI ol' 1977, Dhaka October 31, (977). KLB is u soms-aulonunious
government agency eonlrolled by tlie Power Division of the Ministry' ol Power. Energy &
Mineral Resources (MPHMR). I'hne RLB Head Office is established at L)haka. It has a
eliairman and i'our full time members covering Administralton. liigmcermg, PBS &
Training and Financc. There are four other part-time ineini)ers representing the
Bangladesh Power Development F3oard (BPDB), liangladesh Agricultural Devekipment
Corporatioti (BADC), Bangladesh Small and Cottage Industries forporatioti (BSCIC)
and Bangladesh Rural Development Board (BRDB), Various divisions and directorates

arc designed to facililate necessary’ responsibilities. About 1050 employees arc working

under REB payroll

The principle responsibilities ofRFB are the following:

1 To prepare and coordinate development plans for rural electrincatiori

2. To carr\' out a comprehensive program of full electrification for rural areas of the
coiintry.

3. To verify' fulfilment of required minimum consumer sign-ups prior to initial

system development.
4. To secure repayment of loans on a predetermined .schedule and ensure operational

conditions in the borrower’s system to make such payment possible.

5. To promote development of irrigation and sinall-.scale coinmercial utilization of
eleclrillcation.

6. To establish both a power use and customer loan prognim.

7. To provide technical assistance to electric pump irrigation.



Dhaka University Institutional Repository

8 To :issisl in scciirmg an adL't|U[itc supply bulk power I'roin ihc 1il’'DB 'DILSA at the
lowest cost ;nid maintain right ofapproval ol'all power supply arrangeincnis.
9. Totielerminc the stantiard and specificalion lor design. Lonstruelion niaiertals and
equipnieni for the project system.
10. 'Fo purchase materials and equipment for system constructiotv
11. To provide sunieient fund and specialized tools to coiistruclion lor Ime, sub-
station, and engineering construction.
. To perform inspection ol'all Imes and construction belbrc initial eitcrgi/.alion
. To advise, assist, and train the I'liS iJoard o(' directors, (ieneral Managers, and
stalT.
14. To analyze and make recommendations lor PBS operations lltrougli a review of
monthly I'liS operatmg and linancial reports.
15. To promote research lor developing indigenous materials and process for use m
the program to minimize foreign exchange requirements and to promote rural

employment-

7N

JREI, Scplcmhcr 1'lun (2000-2020)1

Palli Biityiit Samity
Palli Bidyut Samity or Rural Hlectric Coo[)erative is an autonomous and decentralized

body registered with KLI*. It is a corporate entity owned by tlic customers and largely

managed by the government through RIZB. PBS is o|x:rated on cooperative principles

with no-prol'it motive.

The idea of Rural Electrification is not anew' one. It has been working successfully m the
USA for about 50 years and 30 other countries have followed it for some years together.
In USA. 50 years back, other than the urban centers about 15 ix'rcenl of the rural areas
were electrified covering mostly the big villages. And now, 99.9 percent (»f the country
including the rural areas is electrified. This great success has been possible primarily for
the implementation of cooperative methods. At the moment. 865 distribution and 60
generation & Iraiismissit)n cooperatives (co-0[)s) are in USA, In additu.>n to electric
.service, many electric co-ops are involved in community development and revitalization
projects, e.g., small business development and job creation, improvement t.'f water and

sewer systems, and assistance in delivery of health care and cducalionat services

(http./lwvv\v nieca.t)r|Z/").
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of PBS righl IVom the orgaiii/alioii lo Ihc conslrucluni, opcialioii and iiiainlcnancc ol'lhc
distnbulion system. RI:I3 has been tnaintaining adct|uale cutUroi and direction over MI3Ss
until now Ibllowing the examples of initial years of co-ops b\ US Rural Hleetrilleation
Administration (RI:A). As soon as they gam ex[>enence and earn ea|Xil:>ilit\ lo manage

tlicir PBSs as active business entities, RI*B is expected to gradually reduce its control and

inlluencc from them.

The success of a PBS largely depends on the honesty and sacnficcs ol'general meitibers,
members of the board of directors, managers and employees. The successful realization
of the idea of PBS would Ibllow lhc proper understanding, aece[)tance and [>ractice ol'the
basic principles of the organization and its activities done by lhc rnember-consumers.

These principles arc elaborated here.

Tree and voluntary membership is emphasized in PBS to ensure participation of

members with their vigor and willingness. Right to i*articipaie m PBS activities indicates

Ihc members' responsibility to the organization.

Democratic member control- one member- one vote is applied to all consumers
irrespective of the volume of power use, amount of service received or the number of
meters. Members are allowed to e.xprcss their opinions in areas like the acccptancc of
resolution of PBS objectives, approval of or change bye-laws, in electing board of

directors and examining and approving or rejecting reports presented by management or

hoard of directors.

Working on Che basi.s of ‘no profit’ Is lo make clectric energy available to Us members
at the lowest cost consistent with sound economy and good managenicnl it means that
(a) PBS should be operated for all the time on the basis of no profit, (b) no interest or
dividends shall be paid or shall be payable by the Samity to any Samity member,
consumer or patron and (c) all incomes of the Samity would be spend lo the purpose for

which it was organized.
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Continuou.s mcmber-cducatioii is a unique feature of Palli Bidyut Sainity. Il is
somelhing more lhaii Ihe Ibrnial eduealion in Ihal members are owner here and they are
motivated to learn business principles and the safe and profitable use of'electricity. liver
changing membership is another ground for contmuous member-education. They are
taught the role of I'alli Bidyut Samity in society, impact ofSamity on the end-users, risks

andopportunities to the members m the context of upcoming economic, social and

political trends of the country,

Reseiirch Questions
The study poses the following research questions in the overall investigation and

analysis;

1) To what extent the governance in Palii Bidyut Samity is cfl'eclive?
2) How far the customers are satisfied with the delivery' of services under Paili

Bidyut Samity?
To understand the elTeclivcness of govemance, a conceptual scijcme about govemancc
will be developed in the research methodology' chapter that will suggest the measurable

criterions to investigate Palli Bidyut Samity. And, a customer attitude survey will answer

the level of satisfaction towards the delivery of services.

Objcctives of the study

With a view' to analyzing the quality of governance of Palli Bidyut Samity, the present

Study attempts to fulHIl the following objectives:

-To review literature on governance, rural electrification, rural development, and energy
issues etc.

-To evaluate organizational structure of PBS and, duties and responsibilities ofthe
officials concerned.

-To investigate human resource management strategies in PBS.

-To critically examine quality of governance in a PBS.
-To measure the level of satisfaction of PBS customer to the deliver)' of serices.

-To recommend some policy suggestions related to governance in PBS.
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Jlusiincation

KI-U Ikis sul'dcicnl d;ilah;isc {Annual Reports, MIS Kcporls, Hooklcis aiu) liiillclins ctc )
on Rural I'lcctritlcalion Program and l'alll liitlyiit Sanii(> In atldilioii, some nnpaci
cvalualiotis ofR Ii program {liasanu/./"iman and Khan 1991: RIilV NKIX'A. IJINNAYAN
SIHAMANNAY 19%) and Commentary on niectrillcation anti Rural Devctopmcnl
(Murpliv e! ai. 2002) arc there But, [here is hardiv anv aeadeniic researcli oulpul about

rural elcciric utilities of'lianyladcsh I'om govcmanee perspeelive so l'ai. St) is needed the

present study.

Work pliin

Chjjptcr *\vo deals with the methodology of the research project i.e. operational i/ing the

concept of governance, cstablishmg a procedure for data collection and data analysis.

Chapter Tlircc reviews many hooks, articles and commentaries rcialin!; to governance,

rural clcctrillcalion, rural developmenl and energy Issues.

Clmplcr four evaluates organizational structure of PBS, duties and responsibilities of
directors, general manager and assistant general managers o fi’'BS It also scrulini/es the
relationship between I'BS directors and general manager and role of Rt-B in PIiS

operation.

Chapter five investigates the human resource inanagement strategies that are being
exercised in PBS. It tries to focus recruitment and training policies for PBS olTicials and

employees. It also inquires performance target agreement (PI'A) and ils inlluence on

ser\icc deliven'.

C'hiiptor six critically examines governance aspects of PL'iS serviice dcliveiy system, | our
major governance attributes i.e. participation, accountability, transparency and
competence are used as tools for this examination, for analytical purpose, it incorporates
views of directors, general man:iger, assistant general managers and employees at
dHTercnt levels. An attitude studv and many opinions of end-users from focus group

discussions are also employed here. Moreover, a number of direct observations on PBS
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liinclioning like election ol'directors, annual general meeting, monthly board meeting,

energi/ation meeting, bill collection etc. are included in this chapter

Chapter seven concludes the study with some policy recommendations lor miproving

the PBS governance system so ihal customers can lee! more satistled towards (he

provisi\)ii o('services.
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chapter 2

Research Methodology

Conceptujil I'ramcwork

Now a day, (jovcnuincc has IXc<»inc a subiecl <il' discussion and sliidics in development
circlc both Ihc nalional and international arenas. Scholars, social scieiitisls. donors. NCIOs,
political leaders, government bureaucrats, busmcssmen. judges, lawyers etc have shed
light lo various aspects ol' pubic alTairs from the governance point ol view The major

thrust of their elTort is lo put uood governance as prerequisite lo sustainable dcvelopmcenl

| or a conceptual framework to study Palli liidyut Sannl\ as a case stud\ in liuht oi’ yood

governance here /bllows a discussion on governance and good governance.

Governance refers to 'the act of governing in a wide sense' It is the emerging outcome of

puhlie-pnvate intcraclions (.amour. 1)97:3H.h. Accordiny lo llic hUeniational instilule of

Administrative Science.

it is “ the process whereby elements in society wield power and authority, and influence
and enact policies and decisions coneerning public life, and economic and social
development. Ciovcrnance is a hroader notion than govomnient. (.iovemance involves
intcraclions between these formal institutions and tin)se of civil socict\ " /Il Vi.sa

UNDI’ views governance as:

“ riie e\crcise of economic, political and administrative authority to manage a country's
affairs at all levels. It comprises nieclianisms, processes and inslitulioiis through which
citil.cns and groups articulate their interests, exercise then legal rights, meet their
obligations and mediate their differences" (UNDP, IW~: 2-3).

OECD suggests that

‘The concept of governance denotes the use of political authority and exercise of control in
a socicty in relation to the management of its resources for social and economic
development, This dellnilioti encompasses the role of pubic authorities in estal'lislimg the
environment in which ccttiioinic operators I'unclion and in dclcnniiiing Ihe distribution of
benents as well the nature of the relationship between Ihe ruler aiul Ihe ruled" (OIA 1),

1995: 14).
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rhe above dclinitions have only emphasized the insttlutionyl t'aclors of governance.

In fact, they do not meet ihc cliallenge ofactual problems of governance in the Third World
and Cast European countries, as there remain personaltzalion of power, lack ol’ human
rights, endemic corruption and un-eleclcd and unaccounlablc governments. Against this

backdrop, the World Bank prescribed good govcmanee as

“ Predictable, open, and enlightened policy makmg, bureaucracy imbued with a
professional ethos acting in furtherance of public good, the rule of law, transparent
processes, and a strong civil society participating in public anadis” (Worldlkmk, 1997).

Along this connotation, many international organizations referred good governance to
associated the attributes like transparency, accountability, participation, rule of law,
responsiveness, equity, competcnce, legitimacy etc. depending on the nature and extend of

public organization fUNDI\ 1995; ()/)A. 1993; LINCHS, 1996).

PBSs are decentralized as power distribution units where clients’ representatives are
allowed to take part in the dccision-makmg body. 1lhey have, among others, a clearly
defined human resource policy and a monitoring network for overseeing the performance
of ottlciais and employees. So we may suggest transparency, accountability, participation

and competence as major attributes of good governance to study a PBS. These attributes

are mutually reinforcing.

1, Transparency

Transparency is meant here as the free flow of mformation that is directly accessible to
those concerned with PBS, 'I'he information should be enough and accurate to understand

and to monitor the PBS activities.

2. Accountability

Accountability involves the cxistcnce of mechanism, which ensures that both oftkials and

employees of PBS are answerable in upward and downward direction for their actions, use

o f public resources and performance.
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Participation demonstrates the direct and indirect involvement of the client and ihcir

representatives at dirfercnl

4. Competence

levels of PBS.

Competence envisages the capacity of' PBS oflicials to make clTectivc decisjotis and the

capacity of employees to implement them efficiently. 1 he study will pay attention lo PBS

Service Delivery System

with a view to examining how far the attributes of good

governance are working there. An inventory of governance attributes is furnished below to

make the conceptual framework visible.

Inventory ofgovernance attributes

1 Participation; Policy formulation

-Board of Directors make PBS Policy Manual
-Board of Directors suggest in Area Coverage Map
-Board of Directors take part in regular monthly meeting for

decisions

Policy linplcmcnlation

2. Transparency: RLB

-Board of Directors Oversee PBS activities
-Customers take part collectively in reducing non-technical

-Loss

Monitoring Level
-Majiiials
-Policy Instructions
-Fomi 550
-MIS Report
-Management audit reports
-Tiilancial Audit reports
-Perfonuancc target Agreements

-Annual Reports
-Monthly Meeting Minutes c(c.

-Annual Budget

Board of Directors Level

-Manuals
-Policy Instnictions
-Fonri 550
-MIS Report
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-Management audit reports
-Financial Audit reports
+crformance target Agreements
-Annual Reports
-Monllily Meeting Minutes etc.
-Annual Budget

Annual General Meeting l.evel
-Annual Reports
-Answering Questions of Customers

3. Accountability: 1Jpwanl/RKB
-Adininistrative
(1) Management & Operations Audit
-Financial
(1) Internal Audit
(2) External Audit

Downward/PBS
-Direclorial
(1) Monitoring Finances
(2) Monitoring Operations
-General
(1) PBS members’ queries in Annual General Meetings

4.Conipctcncc: Managerial
-Board of Directors
-General Manager
-Assistant General Managers
Technical
-Meter Readers
-Bill Messengers
-Billing Assistants
-Meter Testers
-lvine Technicians
-Linemen
-Meter Repairer
-Wiring Inspectors
-Power use Coordinator
-Member Service Coordinator
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Inventory of I’liS Distribution System

-I'owcr Transformers

-Voltage Regulators

-Oil CirclLiil Recloscrs

-Swvilches & Fuses

-Arrcstors & Insulators

-Meter & Instruinenl Transfonners

-Poles & Crossarms
-Conductors & Grounds
-Distribution Transformers, Meters, Service Drops, etc.

-Right of Way
-Electrical Wires
-Rlectrical Equipments

Proposition

The study follows the proposition that better governance in public utilities creates better

customer satisfaction towards the delivery' of serxiiccs.

Unit of Analysis

Since the study is about the governance in Palli Bidyut Sarnity and the reactions of the

customer about that governance, the unit of analysis of the research would be — the

guality of governance.

Diltii Collcftion

I'ne case study is based on different sourccs ofcvidcnces as documcntar}' information,
archival records, interviews, focus group discussions, customer altitude survey and direct

observation. These are elaborated here below.

Documentary Inroriiiation

Among a huge variety of documents the study has considered the follo\ving major items:

» RIiB ordinance, PBS by-laws, policy instruction scries.of RFili and PBSs etc;

e OfTicial letters, memoranda, and communiques;
« Agendas, announceinents and minutes of meetings, and other written reports of

events;

“n
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* Adminislralivc dociiincnts  proposals, MIS reports, annual reports, perlbormancc
target ajfrceinent reports, inanagcmenl & operations audit reports etc;

¢ Evaluations about rural clectrincatioii program—socioeeunoinic impact and
evaluations reports, management & operations evaluation reports etc.

Archival Records

Many archival records—some of them in computer floppy disks are also found relevant

in the following way:

» Organizational records, such as organizational charts and budgets over a period of
time;

» Service records, such as those showing the number of clients served over a given
period oftime;

e Maps and charts of PBS energy distribution system and geographical
characteristics of the PBS under study;

» Lists of name of the board of directors and managers and officials of PBS under

study;
« Personal records, such as performance evaluations of personnel, telephone

numbers o f the PBS officials.

Interviews

A significant portion of data has been collccted from the Board of Directors, Managers,
Employees and clients of Dhaka Palli Bidyut Samity-1. Most of the Directors and
Managers including the General Manager, and a sample of employees such as linemen,
meter-readcrs, bill-messengers, billing assistants, mcler-tcsters etc. have been interviewed
with scmi-structured questionnaires. The contents of questionnaires have covered the
attributes of governance as has been mentioned earlier. The questionnaires are pre-tested
so as to adjust frame of references of the respondents and to make sure that those arc

unbiased and communicative (questionnaires are attached as appendices).

Focus Croup l)iscu.s.sions

Three locus group discussions are held in three Zonal Areas of Dhaka Palli Bidyut
Samity i.e. Amin Bazar, Dhamrai, and Kaliakyoir. Two other focus group discussions are

held in Netrokona Palli Bidyut Samity and Sherjiur Palli Bidyut Sainity. It is ensured that
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all categories of ciislonicrs have taken pari in cach focus group discussion (I'GD). Both

structured and unstructured questions are employed al tins stage

m'he interview and |-CIDs has been tape-recorded. The dala is transcribed and compiled.

The structured dala is also collectcd and coded accordingly, i-'inally. all the.se dala is

produced as reference to the analytical part of this research project.

Schedule ofl'ocus (.nmp Discussion

Discussion with I'opic of Discussion

Fioard of Directors of Dhaka PBS-1 Board-Managcmenl Relationship
Industrial and Commercial Customers  Conditions of pre-connection and
of Amin Ba/ar under DPBS-I post-connection electric service
Irrigation and I lotisehold Customers of Conditions of pre-connection and
Dhamrai under DPBS-1 post-conneclion electric service
Household and Commercial Custoiners Conditions of pre-connection and
of Kaliakvoir under DI'BS-I post-conneclion electric service
Industrial, Commercial, Irrigation and  Conditions of pre-connection and
Household Customers of Nctrokona post-connection electric service
PBS

Industrial, Commercial, Irrigation and  Conditions of prc-conncction and

Household Customers of Sherpur PBS  post-connection electric service _

Dircct Ohsen'ations

Number of

Participants
10

H-10

8-11)

8-10

8-10

8-10

Dircct observations arc aimed at dilTcrent points o f PBS activities tiiat mostly include:

Monthly Samity Board Meeting, DPBS-I '|Q
Foreigners’ Visit at DPBS-I

Training Program at DPBS-1

Bill Payment at Krishi Bank

PBS Director’s lilection

Bill Payment at Private Bank

Annual General Meeting,

Monthly Staff Meeting, DPBS-I

Village Bncrgi/ation Meeting, DPfiS-I

10 DPBS-I OfTice Fnvironment

©ONO A WN

Customer Atiitude Survey

Opinions toward the PBS scr\ice delivery are collected from some <§) samples customers

among different category. 'I'his survey is held in three electrified zonal areas of Amin
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Ba/.ar,Dliainrai, and Kaliakyior under Dliaka PfiS-1. For comparisons, a sample of
customers under Nctrokona and Slierpur PBSs is conduclcd. I'hc slrucUired data is coded
accordingly, i'inally, all these data is produced as relcrcnec lo the aiinlylical part of this

research project.

Sampliii}’ Fnimc for Customer Attitude Survey

PBS/ Zone Industrial Irrigation Commercial 1liousehold Charitable Total
Customers Customers Customers Customers Institute

Amin Baziu Zone 3 4] 5 16 0 24

under Dhaka P["S-|

Dhamrai Zone under 13 7 5 2 30

Dhaka PBS-1 1

KaliakyoirZone 6 0 8 10 1 25

Under Dhaka PBS-1

Netrokona PBS 6 5 5 to 0 26

Sherpur PBS 3 4 5 12 1 25

Grand Total 130

Literature Survey

Information for reviewing literature on governance, rural development, energy issues etc.
is collected from studying at Dhaka University library, UNDP libran-, Dhaka, World
I3ank library, Dhaka, Transparency International library, Dhaka; CIRDALI’ libraiy, Dhaka;
BIDS libran-, Dhaka, BPA'FC library', Savar, Dhaka, NILG libran', Dhaka, Community

Dcvelopincnl L.ibrar>, t)haka and NKHCA Website.

Secondary data and information lor the purpose of analysis, evaluation and mterprelation
about Rural Hlectriflcation Program, Rural lilectriticalion Board and Dhaka Palli Bidyut

Samity-l Is collected I''om RIiB Head OtTice, Dhaka; NRIICA, Dhaka; Dhaka Palli

Bidyut Samity-1, Savar.

Data Analysis rechnigiie

All the data will be pulled to follow the research proposition nientioned above Together,
these will tr>' to establish causal relations between indcpendenl (attributes of governance)
and dependent (customer satisfaction) variables, in this study, by and large, wc shall
apply the causal analysis technique constructed by Carl Cf.llempcl and Paul Oppcnhcim.

They consider the Hxplanandum (B) as an outcome of Explanans, while lixplanans as an

17
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cinpirical statement wherein Gcticral Laws (L) can he logically dcduccd I'roni Anicccdenl

Conditions (C) (Issak, 1981). The schcma of their expianator>' device can be shown as

Ib llowing;
ChC2,C3...ccccvnnn. Cl = Antecedent Comlilions]
lixplanans
Li, L2, L3 e L, = General laiws
Loffical
Deduction

I: (lixplanandum)

An example ol'the above analytical technique is given below.

has set rules, procedures and guidelines for the PIliSs to ensure t|uality of

governance that ultimately causes cu.stomer satisfaction towards the delivery orelcclnc

services.

In this passage C, L & Rshould be read as following:

C = Rules, procedures and guidelines of RF,B for PBS
Management and Operations

L = Quality ofGovernance

R = Customer Satisfaction towards delivery of electric services

The data analysis, however, attempts to lind out the limitations of the proposition from
the empirical point of view and Hnally, a modified proposition is constructed for the

studies of such kind leading to a theory of governance for rural energy utilities.

Rcliahilitv and Valklitv of Data

» For the reliability of data collection, the study has taken case study protocol and
developed a case study database thereafter.

« l'or framing correct operational measures, a concept under the theory of
governance is established. I-'or validity of data collection, (he research has used
multiple sources of evidence (mentioned in the methods of data collection
scetion) and has established chains of evidence.

«  Fr internal validity of data analysis, the prgiect follows explanation-building
procedure.
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f.imitations of the study

Allhouj'h every PI3S lias the same organizational setup, rceruilmcnt pattern, training,
service standard etc., they all vary in age, consumer mix and aeograpliv. Atnony 67
PBSs, only one PHS is scleetcd here to study. In clioosnig Dhaka PUS-1, the present
researclier has followed three considerations, I-irstly, Dhaka I'HS-1 is the pioneer of rural
electric utilities of'its kind in Bangladesh, in tenris ol'oruani/ational e.xpcrience it is the
farthest among all. Secondly, it is very’ much closer to RI'B Head Office in Dhaka. So.
RIiB has closer attentions to it. Thirdly, the re.search work in Dhaka PI3S-I has been cost-

effective than in any other PBS in Bangladesh.

Among many attributes of governance, only four common ones arc sclccted as
parameters to sludy the quality of governance of an cicctric utility within given time and
limited rc.source.s. Moreover, it is a case study research. So the work should not be

considered as a complete governance study on rural clectric utilities of Bangladesh.
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Chapter 3

Review of Relevant Literature

The research projcct entitled “Governance in Rural ['.iieri;y Utilities in licinjiladcsh: A
Study ol'Palli liiddyut Samity" has required ;t host of literature to he ovcrviewcd. Hut tn
be specific and relevant, tliis chapter attempts to review literatures focusirir’,ihe rollowmg
areas. (a) conceptual issues of governance i.e. definitions, caletzories and scope of
governance; (h) governance related public sector reforins concerning service deliver)',
local governance, role of market forces, civil society itnd ntin-governmental organizations
in governance mainly that of Bangladesh; and (c) state of governance in energy sector

particularly about the problems and issues of rural electrification in [-{angladesh.

Govern;liifc: Mcjining, Categories :in(l Scope

In his (h’crcomiri®™ huzzy (iovcnuince in Ikin~lalesli: policy Iniplcuicnialton in Lcust
Dcvelopcil Conniric.s. Jorge Fiarenstein (1994) has considered “capacity to govern" as the
focal point in conceptualizing governance. According to hnn. governance is. a speeiHc
socio-economic mix of stale and civil society, that is, the balance between tlie public,
private and nonprofit sections where the interlinkagcs between various actctrs and sectors
occur at both policy making and policy impleinentation levels with a view to achieving
civil scrvice and administrative reforms and belter governance (Harenstein, ['/94;29-33).
Having based on the ‘market-plus-democracy model’ the author proposes an agenda for
governance and policy research. This includes as a) comparative governance studies, b)
point-of-delivery studies, c) research on reform strategies (public sector reform activity
strategies), and d) institutionalization of policy intelligence (to which training is assigned)
(Frarenstein, 1994:166-178). I|-inally, he has shiiped an action plan for overcoming the
fuzziness of governance in countries like Bangladesh. I'he strategic parameters of this
plan consist of 1) abandoning comprehensive gradualism, 2) designating strategic
hanging points for reform. 3) organic linking between public sector reform (PRS) and
macro economic and political reforms, 4) calibrating and prioritizing reforms using an

ad-hoc cost-benefit analysis scheme, and 5) providing mechanisms for organic and
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syncrgic coordination iimoiig donors. The substantive parameters, on the other hand,
include 1) focusing rctbrm of the administrative systems around the regulatory
technology and institutional arrangements required by the new [wlicy environnicnt, 2)
I'ocusing the rel'orm ol'the civil service around (modified and adapted) eoiieepts ofpublic
management and entrepreneurship, 3) linking new training lor top civil servants to
changes in personnel management regulations, and 4) focusing on governance at the local
level {Barenstcin, 1994:179-194). .lorgc liarenstein’s intellectual exercise in searching
proper meaning of governance and his attempt to modeling it for a reform agenda is no
doubt a praise worthy matter. But his paradigm of governance is ver>' much critical about
two conceptual issues relating to governance. One of them is ‘good governance' that
Barenstcin ruled out, as it is a relative conccpt— since it varies from county to country™.
This view poses a serious shortcoming as we .see he confides on ‘market-plu.s-democracy
model’ whore ‘democracy’ itself is a well-known relative concept. More over, the author
used the concept ‘fuzzy governance’ as a spccial brand of bad governance, which is
opposite to good goveniance. The other issue is ‘categorization of governance’ such as
economic governance, corporate governance etc. that Barenstcin does not consider as a
scholarly practicc siFice, in his view, governance primarily concerns itself with policy
process— not with policy contents. Again, this is a very much conservative opinion about
the scope of studies on governance. We know as a grand paradigm 'democracy' can be
studied with three basic approaches as a) institutional, b) behavioral, and c) processual.
And for operational defmitions, democracy is categorized on din'erent basis to focus
different aspects of social phenomenon. Therefore, studies on urban governance, local
governance, global governance, environmental governance and S0 on encompass
dimensions of the real world and exhibit diverse explanatory powers of governance

paradigm.

In analyzing the nature of governance, Mohammad Mohabbat Khan (1997) has
considered the definilion of lialfani and his associates as a successful attempt to
broadening the meaning of the concept. According to them; governance refers to a
“system of government concentrating on effective and accountable in.stitutions,

democratic principles and electoral process, representation and responsible structures o f
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govcnimenl, in order lo ensure an open and Icgitimalc rclatiotisiiip hclvvceii the civil
society and the state" (Khan, 1997; 2-3). But, Khan is not fully satisfied with this
dclmition. He hclieves there remains a compelling need lo concreti/e actual governance
with the emphasis on its nonnative qualities—i.e. good governance. 1lle opines legitimacy
can be achieved through the use of mechanism of accountabilUy, transparency,
responsiveness and meaningful participation And good governance is premised on a
number ol' positive values like democracy, probity and fairness. In fact, he views the
relationship between civil society (that is private seclor. civil associations, non-
government organizations, community based organizations and social movements) and
state need to be understood in all its ramifications. I'urther, Khan tries to explore whether
good governance is realizable and under what conditions. For this, he has reviewed
ofUcial positions of international donors like World Bank. UNDP, LIJSAID and ODA and
found some challenges in their agendas of rightsizing the state, reorienting the public
bureaucracy, strengthening civil society and curving corruption. In conclusion, he
suggests that exercise of governance should be country specilic. Any attempt to capacity
building of public institutions should be incorporated with attractive incentive package
for the (X'rsonnel. Interactions- what he calls ‘another governance’- among state and
NGOs and CBOs should be addressed at all levels of reform program. Mohammad
Mohabbat Khan’s efforts to lind out the meaning, issues and challenges of governance
from a holistic perspective deserves attentions from all corners such as academicians,

bureaucrats, businessmen and voluntary activists.

In his “Models of governance and public administration”, Peter Larmour (1997) treats
governance as coordination between public and private spheres of social life, hirst, he
portrays basic features of three ideal type models based on market, hierarchy and
community. In a freely competitive market, he observes, there are a large number of
buyers and sellers: they know what they want; they are able to pay for it: they act
independently; they arc free to enter and leave the market; information about prices and
products is free and acce.ssible; and there are no costs in making deals. Here markets
coordinate the production and distribution of goods and services. Hven inarket-like forms

of coordmation arc being accommodated in the public .sector, m purchaser/provider splits
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or contracting out of services. In characterizing pure hierarchy, he follows Hood’s (1976)
model of "perfect administration’ that includes unitary organization, shared norms and
values, perfect obediencc, full information and all time needed to do the job properly. It is
a public sector oriented view, where coordination among departments happens to appear
in a setting of top-down policies, rules and regulations. In showing conditions of
idealized community, he describes the views of Michael Taylor (1982). It maintains
common beliefs and values; direct many-sided relationships; reciprocity; threats of self-
help retaliation; and use of gossip, shaming and supernatural sanctions. Social groups had
to share beliefs and face-to-face dealing to achieve coordination, Taylor obser\'cd. In the
next, Larmour explains limitations of each model in the real world w'ith an example, as—
drugs may be bought over the counter (market), prescribed by certified medical
professional (hierarchy) or concocted at home according to custom, traditional wisdom
(community). The drug markets fail where qualilled doctors are few in number; hierarchy
fails when patients have religious objections to medication; and community coordination
may fail in big cities where people live outside their families. I'inally, i.armour suggests,
among others, a renewed training program for the administrative officials to overcome
the above limitations. I'he program emphasizes negotiation, bargaining, contracting,
monitoring, regulating, pricing of services suggested by market models, and training in
networking, building trust and managing egalitarian informal relationships which
community model suggests. From the Larmour’s analyses, we may gel two lessons. One,
the social life contams a mixture of these three models although one may predominate.
Another, policymakers may compare the forms of coordination to avoid failures and

reduce overheads.

Jennifer M Coston {1998) considers democratic or good governance as state's ability to
meet society’s needs in his “Administrative avenues of democratic governance: the
balancc ol' supply and demand”. The supply side of democratic governance has the
following components, he observes: a) enhancing implementations capacity, or the
capacity to carry through policy reforms and implement regulations, tax collection etc.; b)
changing the role of the state from producer to facilitator to achieve the optimal balance

between the state, society and the economy; and c) enhancing the capacity of the state to
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appropriately formulate policy, independent of irnbalanccd pressure from society or other
special interests (including corruption from within), 'fhe components t)f the demand side
of democratic governance, on the other hand, includes the lunctions of various civic
organizations for aggregating and expressing societal interests like social integration,
social participation, representation, infonnation dissemination, generation of consent by
state, promoting the practice of democratic vahies. Coston is concerned about the risks
associated with both supply and demand side of governance in bringini; the state and
society closer together. He argues if supply is not perceived to be m the public interest or.
il is not appropriately supported and rewarded, it cannot be considered democratic
governance. Similarly, where credible demand is virtually lost, the balance between the
two sectors remains absent. However, he is not pessimistic; rather he propo.sed some
criterion to achieve balance. These are a) an increasing reliance on market mechanisms of
control, b) a reorientation of hierarchy/bureaucratic mechanisms of control, particularly
to establish opportunities for exit and voice, and c) the development of clan mechanisms
of control, essentially directed at changing the of>eraling culture ofslate-society relations.
Coston’s operationalization of governance is significant on grounds that it tacitly links
governance with good governance; and it puts emphasis on consensus building through

series of negotiations among stakeholders.

“Perceptions of Governance by Bilateral and Multilateral Donors’ is an attempt by
Megna Guhathakurta and Shahnaz Karim (1998) to make a comparison of the views of
British Overseas Development Agency (ODA), United States Agency tor international
Development (USAID), United Nations Development Programs (UNDP) and World
Bank (WB). I'ne common concerns of development related governance issues among the
donors they have found in this paper arc pubic management, rule of law, accountability
and information. However, they pin down the perceptions of each donor on state, civil
society, politics and administration, political recipient, local government and corruption
in reforming the countries of Asia, Africa and Latin America. While ODA considers third
world state as political dccision-making and executive branch, USAID concentrates on
upper bureaucracy and political parties with civil society groupings. UNDP suggests that

state should follow either the market-based (for East Hurope) or contingency-based (for
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Asia) as development model. Fiut World Bank advises the stales to accept measures of
market etriciency or correcting market failures. ODA includes business interests; USAID
non-business and non-parlisan; UNDP freedom of association and patrticipation; and
World Bank freedom association and expression of opmion in their definitions of civil
society. ODA views checks and balances should work within the bureaucracy; in
contrast, USAID sticks to outside the bureaucracy to ensure effective and efficient
delivery of services. In this regard, UNDP takes the issue of participatory mstitutions to
work with government and World Bank advocates making political commitment and
dialogues. ODA's is interested to achieve its economic objectives through mvestment and
employment generation in the third world countries. USAID intends to expand political
influence and gain strategic objectives. On the other hand, UNDI* and World Bank
wishes to realize human development and structural adjustment respectively. ODA
directs its assistance to political parties; USAID prefers NGOs while UNDP and World
Bank favor mainly through government with complementary role of NGOs. ODA
perceives two tiers local government; but USAID emphasizes local bodies should be
reach up to government m a bottom up process of development. ODA maintains the
cultural and historical context to curb corruption; UNDP sees cultural variations only for
Asia whereas USAID and World Bank consider no cultural distinctions. Despite
similarities and differences, Guhathakurta and Karim opine, all donors except ODA fails

to provide any credible formula about how governance issuers enhance sustainable

development,

"Governance, good governance and global governance: conceptual and actual
challenges” by Thomas G Weiss (2000) is an attempt to discover the scope governance in
the context of globalization, lie argues globalization has profound consequences for the
nature of collective action in both dome.stic and international arena. As market activity
expands and economic organization becomes increasingly complex, the institutional scale
of political structures is no more capablc of providing a suitable range of public goods.
Consequently, globalization is undermining the eO'ectiveness of state-oriented collective
action that was extremely weak at the outset. Even though the state remains a cultural

force. s effectiveness as a civil association has significantly decreased. It’s a major
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dirfcrcncc iVoin the past. In this rcspeccl, he relies on llic chaniclcnstics of global
governance by US political scicniist .lames Kosenau, that goes as ‘syslenis of rule at all
levels of luimiin activity from family lo the mternational organi/alion m which (he
pursuit ol' goals ihrougli tiie exercise of contri)l has transnalional repercussions'. }ic
recognizes (hat at both the nalioiial and global levels, global governance encoinpasscs
more llian government. Hut he ulters the <([iJcstion, as Ihere is no governmenl a( Ihe global
level, whal is ulilily oCihe nolion. Is it an agreeable noliofi without substance like the
bodiless Cheshire cat m Alice iii IVondcrlamf! Inrlher, he has been convinced with the
logic of the Cominisston on Global Governance where they consider Ihc noiion as a
broad, dynamic, complex process of interactive dccision-making that is constanlly
evolving and responding to changing circumstances, |inaliv ho observes that the UN
system can play signitleant role m bridging the governance gap between Ihe national and
international actors. However the role of'UN is yet undclined. Here he linds the actual
cliallenge. Weiss's article definilely broadens the scope of governance reaching up to the
global scale. Hut it is nt)t understandable, why he shies about to provide a framework for

UN reform in consonance with the notion ofglobal governance.

In “ A Governance approach lo Development: New Role for Development Co-or)cration"
(i. Shabbir Cheema (2000) has strived to curve out links between governance and
development against the backdrop of multilateral co-operalion towards third world
countries. At the outset, ho critically reviews the exisImg development approaches. He
calls economic growth models as urban biased, and basic needs approach as a modest
attempt towards economic growth and equity. He linds little human face m the slrategics
of structural adjustment, liberalization, and globalizjition by World Hank (WB) and
International Monetary' fund (IMI*). He also appraises technical projects initiated by
United Nations Development Programs (UNDP) as poorly designed; inadequate
monitoring and evaluation system; heavily dependant on long-term expatriate expertise;
disparities between salaries of expatriates and that of their local counterparts; and,
insuOleient involvement of aid receiving governments at the levels of projects
preparation, implementation and evaluation. However, he advocates UNDP’s concept of

Sustainable of Human Development (SHD) as it provides a new' Iramework that places
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people ill the ccnlcr of development, biil rccogni/os the nn[X)rlaiitc oi' linking social,
economic, and environmental considerations as the l'ciindations of sustainability, lie
argues, “ Tor people to realize their potential and enlarge the scope ol'their choices, tiie
social, economic, and political environments must relied notions ol' security,
participation, cooperation, equity, and sustainability. | hc term governance is commonly
used to describe the processes that generate these conditions In this way, governance and
sustainable human development can be seen to fle indivisible", lie. further, elahoratcs
UNDP's comprehensive program assistance to governance elTorts m program countries,
''he areas are as follows; governing institutions, public and private sector management,

decentralization, civil society organizations, and governance m special circumstances.

llasanat Abdul liye (2000) has treated governance as the focal point of developmenl
discourse in his “Good Governance: A Social Contract for the New Millennium”, lie
considers local government, private sectors and civil society as informal organs of state
alongside the formal organs like parliament, executive (government) and judiciary. Most
of the developing countries, due to colonial legacies, show a common pattern of
governance that the informal organs of state arc not allow'cd to play freely in their own
areas. Even among the formal organs, the executive branches of governments arc very
common to cxereise dominance over others. This is so hafipened because these stales do
not inhere an ideology of social contract. Instead, there remains a political agreement
that rellects incomplete social formations of the colonial past Ilye, however, observes
that these societies have changed over time and a new pattern of governance has emerged
where formal organs of state are used to encourage the private sector and the civil society
to grow and flourish. This gives rise to a new contlguration ol'institutions in respect of
their social acceptance, autonomy and resources. He calls this a new pattern of
governance. In the context of developing societies, he terms il as the new ‘social contract’
on which the ‘pt)litical contract’ of the states can be based. Il'urther, llye argues that
governance is not only about the organs or actors, but it is also abi>ut the tiualitics of
governance that expresses itself through the attributes like accountability, transparency,
efficiency, empowerment, participation, sustamability, equity and justice. He says, “sincc

the attributes of good governance arc the outcome of the mstitutional behaviour of the
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organs, analysis of the qualitative aspects of good governance has to cover the
functioning of all the organs and in differenl context: independently, m their mutual

relation and as a collectivc” (llyc, 2000: 7).

(lovernaiicc; Issues ofUcfbrni Initiatives

Towards (iooJ (lovernuncc in Ba/ifVNalc.sh by Kamal Siddiqui (1996) is a comprehensive
study oi‘governance problems. In this ‘nity unpleasant essays', he has expressed his own
experience and thoughts about the bureaucratic culture and practices in liangladcsli.
Under general issues culling across the civil bureaucracy, Siddiqui deals with colonial
hangovers of administration, factionalism in bureaucracy, combating bureaucratic
corruption, tatbir nianagement, attendance in official meetings, dress code of ofllcials,
problems in dispatch section, bottlenecks in purchase procedures, hassles in entering
secretariat buildings clc. About llie personnel matters common to all sectors of
administration, he discusscs problems like downsizing oi' government, restoration of
senior scrvice pool, civil service training, code of conduct and discipline for civil
servants, postings and transfers, promotion and lateral entry, annual confidential report,
retirement age clc. And also, he pays attention on problems specille to particular
organizations and .sector such as, ombudsman, policy unit ir Ihe prime minister's oflke,
restoration of Upazila Parishad, revision of secrclariat instructions, rules of business and
relations between ininister & secretary, government’s dealing with private sector and
NGOs, improvement of |iolicc administration, reforms in tax administration, public
.service commission, institution of deputy commissioner etc. Siddiipii is bold enough
when he comments: “donor pressure in areas beyond economic management would be
rightly viewed as gross interference in the internal aHairs of the country |his may
produce a backlash taking us to another extreme™; he is far-sighted when he reminds us
about governance reforms: “Whether we like it or not, these issues cannot be wished
away by whoever is elected to power in the next term. I’hese are bound to come back to
us in many dilTcrent forms”; and again, he is pragmatic in fixing the timeframe for
‘unpopular’ rcfonns: “ The llrst phase of implementation should be completed before the
first year of the next llve-year terin". But Siddiqui is not understandable when he keeps

silent about the need for separation ofjudiciarv' from administration for good governance
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in Bangladesh in any of his essays. He seems misicQding of'his senses when he opines the
functions of the Public Servicc Commission (PSC) should be restncled only to conduct
the competitive examinations, not to advise tiie government oti rccruilmcenl, servicc rules,
disciplinary cases and tntcr-service seniority ofjniblic ofricials, because the role of PSC
was so designed m the constitution to check the overvvheltnmg power of the
Establishmenl Division and to ensure justice through a built-in incchanism like the
present one. Mvcn. Siddiqui appears conservative since he l'ails to mention about equal
and adequate training for Ihe technical and professional cadres with thal of the fiCS
(administration) oi‘ficers although he suggests lllling up half ol' higher posts (it is also

conservative) from joint secretary and the above with earher categories through Senior

Scrvicc Pool (SSP).

Mizanur Rahman Shelley (2000) has atteinpled (o lind out the problems ol"governance in
the public administration of Bangladesh from a holistic pomi of view in his article
“Governance and Administration; Challenge of New Millennium”. Ne outlines how the
heritage oi'elite civil service of British India, imperfect rules of business logetlier with
authoritarian rule, whether tlie regime is a populist or mililar}' force, diminished the
validity of the participative and popular polity, and reduced the independence,
objectivity, neutrality and efncicncy of the public sector administration services in this
country. 1ic observes, these factors result in run-away cul Ittx/ism in matters of
recaiitmenl, training, posting and promotion o f administrative oflkials and functioning in
the sector that ultimately ends in disorder and confusion. l'urther, he tries to evaluate
some recent reform ctTorts out of internal and external pressures. The major reports in
this respect arc: a) Public Administration Efficiency Study, November 1M89 (funded by
USAID), b) I'ublic Administration Sector Study in Bangladesh, July 1993 (funded by
UNDP), c) 'fowards Betler Government in Bangladesh, September 1993 (funded by the
British ODA), d) Administrative Reorganizing Committee 1993-1996, Known as Nunun
Nabi Conimittce), and e€) Government that Works, 1997 (fielded by World Bank).
However, to secure good governance he wishes to slick to the recommendations of
UNDP that covers the following areas: performance and accountability: policy and

decision-making; organization and structure; civil service management; human resources
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development and training; and technological inrraslruclure. Shelley's analysis and
comments about the civil administration in this article deserves serious attention to the

political leaders of both lhc treasury and opposition who can take a meaningful reform

initiative.

Yousuf Abdullah Harun(2000) has focuscd the need for an enabling environment for the
private sector in Bangladesh in his paper “ Governance and liconomy”. At the outset, he
reminds us about the severe conditions of govemmcnt regulatory framework that gravely
threatens the survival of private businesses. He believes, in this regard, Bangladesh
requires a ‘jump-start in efficiency and effectiveness of the govemmcent, if she has to
accelerate and sustain growth, reduce poverty, harness opportunities and face challenges
of the upcoming new millennium’. Then, he raises some concrete recommendations as
agenda of policy reforms on behalf of the Federation of Chambers and Commerce and
Industry (FBCCI)— the apex body of business community. O f them, the major ones are
the following; a) there should be a permanent Regulatorv’ Reform Commission (RRC)
with an active representation from private sector; b) Joint Collaboration Committee
should be set up both at National and Local levels; c) government should provide
conducive Credit Policies, low rate Credit Guarantee Schemes for the Small and Medium
Enterprises (SMEs); d) government’s Legal Reform Commission should take action to
update business and trade related laws; c) it is desirable to form a joint Private Sector
Industries (PSI)/Govcrnment Scctor Industries (GSI) commitlec to recornmend in the
issues about Custom Clearances; and f) a Centralized Information System ought to be
developed for which FBCCi should function as the focal point of the private sector with
neccssary financial support from the government. Harun has rightly pinned down some
issues of reforms regarding governance mechanism that has impact on the private
investment in Bangladesh. But his recommendations could easily include among others

the battered law and order situation, which affects the private business, no loss than the

other factors.

Another initiative to shed light on the political economy of governance reform is Zaidi
Sattar's (2000) “Washington Consensus and Economic Governance in Bangladesh”.

Here, he has viewed Bangladesh economy with ten policy pnnciples of World Bank



Dhaka University Institutional Repository

under the captions of Sfabilizalion, Liberalization and Opcmn™N (fp. To aciiieve
stabilization, he suggests the government to maintain fiscal discipline through curbing
budget deficits; to redirect public expenditure to areas of high economic returns; and to
expand tax base. For hberah'zation, the author insists to attain a market-determined
interest rate; a competitive exchange rate; and a uniform tarilTrate in the range of 10 per
cent. Finally for opening up the economy, he advocates to abolish all impcdimcnls to
foreign fimns for their investments; to privatize slate enterprises; to removing regulations
that hinder the entry of new Hrms or restrict competition; and to provide legal system that
would ensure property rights without excessive costs to the business and investment
community. But, he is concerned about many divergent views and disagreements pointed
to the above reform package. Some of these arc the following: the desirability of
maintaining capital control; how rapidly and how far inflation should be reduced;
whether and to what extent income should be deliberately redistributed in the interests of
equity; whether there is a role for industrial policy etc. Sattar, however, recognizes the

fact that no reform can be implemented without ownership of and political commitment

to it by the regimes in power.

In his article “States without Citizens: The Problem of the Franchise State”, GeofWood
(1997) has expressed sheer criticism about contracting out of public delivery to NGOs in
poor countries. In Bangladesh, he observes, slate reveals incompetent and corrupt due to
structural reasons; on the other hand, market has shown as an inenicienl and unfair
allocator of resources because of its interlocked and non-transparent charactcr. This
situation has led the policy-makers to franchising of public goods and services to the third
sector. But he is suspicious about how far NGOs will take the alternative in.stitutional
form—or will it take the course of failed story of Farmers’ Cooperatives (KSS) and
Assetless Cooperatives (BSS). He argues: “ Although assumed to have comparative
advantages over large-scale government organizations in social development. NGOs
cannot easily insulate themselves from prevailing organizational culture. This is specially
the case as they become larger, more significant, receive more funds and have to account
for those funds through complex review and reporting procedures. Many countries in the

poor world contain strong hierarchical and authoritarian social forms, often stcmmmg
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from the authorily structures within peasant households and wider slniclurcs. These arc
rcprodiiccd throughout Ihc poHtical ccononiy in all forms ol social interaction
(employment, crcdit, exchange oi' services), sustained through poverty and pervasive
inequality, and reinlbrced by deeply reeled religious philosophy and associated social
practices (for example, caste and gender differentiationr. However, Wood suggests the
institutional triangle of slate, market and community to take initiatives for removing
poverty in these countries. He views: to adjust poor people’s needs in marketplace, there
should be long-term capacity building program for households by state, to renovate
public scclor institutions, slalc should learn from the experience of innovative contractors
and rcplicate the best practices to similar government agencics like Ihc case of Local
Government Engineering Board (LGHB) through the SIDA-lunded infrastructure projcct;
and to establish righl-based community, NGOs should create ofncial wings like that of
Institute for Development Policy Analysis and Advocacy in Proshika, Development

Management Centre in BRAC or Centre for Advocacy in GSS.

In his “Urban Local Governance in Bangladesh; An Overview”, Mohammad Mohabbat
Khan (1997) has focused many areas of govcrnancc problems in metropolitan cities and
municipalities of Frangladcsh. At Hrst, he briefly outlines the Origin and Development of
Urban Local Government, lie reviews different approaches to local government during
Mughal, British, Pakistani and Bangladesh times. In the sccond place, by indicating the
Constitution of 1972 he illustrates the legal basis and responsibilities of local
government. Next, he discusses the role, function and limitation of institutions involved
in urban governance. These are as follows: a) Municipal Government— City
Corporations of Dhaka, Chitagong, Rajshahi etc., b) Special Development Bodies— such
as Rajdhani Unnayan Kartipakka (RAJUK), Khulna Development Authority (KDA) etc.,
c) Special Purpose Authorily— Dhaka Water and Sewerage Aulhority (DWASA),
Chitagong Water and Sewerage Authority (CWASA) etc., and d) Special Government
Bodies—as Public Works Department (PWD), Directorate of Public Health and
Engineering (DPHE) etc. Later, he comes up with some crucial governance issues those
determine the effectiveness of urban institutions. The issues Mohabbat Khan critically

examines in this paper arc coordination, control, participation, accounlabilily and
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transparency. His analysis shows us hectic problems in every inslitulioii regarding the
issues, which alTect Ihc service delivery in lerins of c|ualily and linielmess. |or bclicr
future in Urban Local Governance, Khan, suggests about Kedelinilion ol'J'owers hetween
government and urban local governments, Kealignmenl of Urban Institutions,

Overcoming Hxclusion and Lack ofParticipation, and Kcsearcfi Needs

In their chapter, Kamal Siddiqui and Jainshed Ahmed (2004) m Hy (jovenunuv ///
South Asia: A {oniparattvc Study have attempted to dig out the crisis of governance in
Dhaka city with a comprehensive view. 1'hey have vigorously focused major issues and
problems regarding legal framework, elections, background of ward commissioners,
structure and composition, functional domain. llnancial management, relationship
between the DCC and the Central Government, personnel problems, rhey have also tried
to measure the views and perceptions of stakeholders on attributes like accountability,
transparency, coordination, participation, efficiency, corruption, service (juality etc. with
much intensity and diversity. The stakeholders are: CBO functionaries, NfiO
functionaries, PSO functionaries, Parastatal functionaries, Jourruihsts/Kesearchers, DCC
officials. Ward Commissioners, Community leaders. Leaders of Lions/Rotarians/'frade
Union.s/Chambcr of Commerce and Industry/Political Parlies. The re.searchcrs have found

that the overall governance of IX'C is average but the poor consider it as bad to worse.

In analyzing the factors contributing or impending governance refbnns of DCC, Siddiqui
and Ahmed have drawn our attention to power structure, informal governance, social
advocacy and internal resistance. I'hey have oliserved that the upper echelon in Dhaka
consists of, among others, leaders of mainstream political parties (such as Awami
League, BNP, Jatio Party etc.), leaders belonging to Bangladesh Chattra League (BCL)
and the Nationalist Students Parly (.ICD), newspaper owners or so-called editors of
important dailies and weeklies, religious leaders such peers and inaulanas, top office-
bearers of various chambers of commerce and industries and mastans. The major
objective of these people is to gain wealth and power to themselves and maintain status
quo. l'or lew years, they are sharply divided into rival political camps— Awami League
and BNP. fhis situation is the single most important factor that hinders any reform

initiative taken by any (.uarlcr. fhe authors have identilled the least powerful sections of
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Dhaka city arc the people I'rom poor and uncducalcd women in the inl'ormal scctor such
as maid servants, poor children as laborers, |X)or and uneducated men m the informal
sector, for example, rickshaw pullers and hawkers etc. they are weak in all terms i.e.
least access to income, shelter, education, ml'ormalion social network and the like.
Moreover, these sections are disorganized and trapped in vertical relationship, (iut among
them, the female garment workers are the only group who has the potenliality to he
organized on horizontal line with righi.s-bascd agendas in Ific lbresecahlc future. In the
second place, Siddiqui and Ahmed view that informal governance (like resolution of
various disputes through Shalish and colleclive eommunily dcvclopnienl aclivitics) in
Dhaka city has declined over time due to the spread of central govcrnmeni agencies, local
govcrnmenl inslilutions, N(K)s, CBOs, etc. I'hne city eliles pay lillle inlcresl to solve
eommunily problems because inosi of their individual and collective needs are being
fuiniled outside their neighborhoods, such as, in posh clubs, m expensive restaurants and
travel abroad etc. On the other hand, the poor people of Dhaka city cannot congregate in
to a forceful community due to various kinds of patron-client relalit)nship. Bui, in
contrast to the rich and poor, the middle and lower middle class people, those arc
educated and engaged in self-help activities, have possibilities to become social capital.
Third, the research exInbits |hat Dhaka city has seriously lacked social advocacy {iroiips
as against its mounting problems. ‘'Ilhe only organizations that have taken up some
responsibilities to public issues are NGOs like BLAST, BIiLA and Ain-o-Shalish
Kendra. And finally, Siddiqui and Ahmed have observed that the governance reforms in
Dhaka city are very much opposed by the people who control Ihe permanent

functionaries related to DCC and the elected leadership who enjoy the power.

In “Civil Society and Ciovernance”. Atiur Rahman and his associates (2000) have
attempted to establish structural linkages between governance and civic engagement in
public affairs. In the beginning, they identify governance as a set of mlerrelated variables
such as a) vision, b) commitrTient and c) capacity. Actors like political leaders,
bureaucrats, private scctor. donors NGOs, and pressure groups set vision. That vision is
later concretized in long and short-term goals by government, and then comes the

guestion of capacity to implement them. At this stage, the authors have discovered the
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role ol'civil socicty as a support group to cnhancc the capacity ol'govcrriiiticc. | hcy have
fonnd dilTcroiit types of inslitutions within civil socicty sucli as media (I'ress, Television
and Radio), trade unions, professional bodies, private voluntary organi/alions, sports and
cultural bodies, social welfare organizations etc. Next, they have tried to examine
activities of these iiislitutions in iiangladesh context. I'o (hern. N(K)s here have played
marginal role in policy formulation; but very reeently they have been active m advocating
special needs of the disadvantaged sections ol'the coinnuinity. Al jnjblie enterprise level,
they have observed tliat the trade union leaders are very’ much unwilling to accept
collective bargaining as a norm of negotiations and trade union membership outside labor
leaders. While lhcy praise print media as an active player m turning agendas of
governance by publishing news, views and debates, they find scrums drawbacks in
National Radio and relevision to promote good governance. llowcver. the authors are
optimistic about the role of cultural organizations and many professional groups like
l-awyer's Organization. Journalist Associations, Doctors Associations, and Human
Rights Associations in contributing to the cause of good governance in Bangladesh, At
the end. Atiur Rahman and his colleagues come up with the opinion that even though
many factors have hcl|)ed in the gradual strengthening of civil society lor years togclhcr,

Bangladesh is still missing a culture of consensus on major developmental issues anu»ng

different political quarters.

In his article “Civil Society and Good Governance: Relevance for Bangladesh". .Icl'frey
12 Key (2000) has considered civil society as a buffer between slate and citizens: and
those as.sociations which have no political object. But, participating in civil socicty helps
prepare citizens to fulfill their civic obligations as well as to cxercisc their rights. It
enhances two-way communication between state and people. In this way a strong and

vibrant civil society is essential lor achieving good governance.

In applying his views to Bangladesh contcxt. Key has conic to realization that the
evolution of civil socicty here lags behind state building and economic development; and
this gap is being fulfilled wrongly by Non-Governmcntal Orgamzatioiis (NGOs). l'irst,
there are a number of NCiOs in Bangladesh, only 7 or X have monopoli/.ed the sector.

Second, their openness and accountabilily, relations with donors, and efficacy of their
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programs liavc been under scrutiny. Next, one person who is not accounlabic to an
independent hoard of trustees controls most NCiOs of this couiilry ['urllier, they have no
independent clioicc in initiating new programs as they (lirivc l'or (iinds and Dollovv the
changmg donor priorities. Agam, NGOs operate primarily as contractors executing donor
programs that ultimately diminish their contribution to civii society. Moreover, they arc
seen to be involved in politics, which undercuts their autonomy I< the wishes of the
political parly they serve. However, Key identifies .some genuine links about tiio
expansion ofauthcntic and indigenous civil society in Bangladesh, 1lc finds m the Bangla
Language Movement and the Liberation War, an eternal source oi' inspiration lor civil
society to promote democracy, lie observes that a large number ol'’compcting newspapers
and magazines have made possible (o turn citi/cns’ voice, finally, lie mdicaics, diHcrent
TV channels, Internet, Cell Phones and Cyber Cafes have dramatic impact on prospective

civil society in the oftlng.

St;itc of'Cilovcrnancc: Rural Electrification and Development

In Report of the Taskforccs on Ik:rikliidc.s/i Development Sfnite”ies for the IWO's:
Dcvelopi) infrastniciure Dr. Na/rul Islam ct al, (1991) have appraised the performance
of RIiB/PliSs. Thoy have observed that system operation and the revenue collection ol'
PBSs is satisfactory. Major factors behind the improvement, they opine, arc the
patlicipation of the consumers themselves m the management, consumer owned
cooperatives, trade union-Ircc organizations and a system of incentives for officers and
einployecs based on ‘perl'ormancc target’. In this regard, they have recommended the
power distribution management of the entire rural Bangladesh be handed over to the
RLB. fhc faskforce is Impressed to have known that during Fourth Live Year Plan
period RBIJ would be assigned with the responsibility of fabricating and distributing
5000 solar Cookers and 4000 solar hot boxes for their operation in the energy dcllcit
areas ofRajshalii Division, Coastal districts etc. They have encouraged the plan to hold
KEI? responsible for establishing 25 ceritcrs (50 KW) in coastal, hilly and other isolated

areas for generating solar electricity for transmi.ssion and di.stribution to the potential

users like hospitals, hotels, motels, cyclone shelters, telecommunications, lish processing
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and preservation cenlcrs, salt industry, cold storage ctc. They also support the plan to
install windmill based power generation units (10 KW) in three coastal districts orC*)x’s
Bazar, Noakfiali and Barisal under the supervision of KI-H. Again, they appreciate the
idea ol' setting up ol' 1 MW capacity niicro-hydropower generation plants in suitable sites
around the country with the operational responsibility ot’ KI*B. In all the above initiatives,
they have strongly recoininended for private sect(>r participation. Yet again, the
Tasklbrce views: since KHB is considered as the lead agency for implementing various
projects under Rural and Renewable I-nergy sub-sector of National Plans. Rf-]B shoultl be

renamed as Rural Knergy Board instead of Rural iilectrification Board.

‘I'nc article "ElectriHcation in Dhaka Palli Bidyut Samily-1: an Assessment of its impact"
by Al Masud Hasanuz/aman and M. Salimullah Khan (1991) is an outcome of an
empirical study on the customers of Dhamrai, Savar and Kaliakior l.Ipa/.illa conducted in
1986-87. In this investigation, the researchers have compared the iinpaci of" rural
elcctnl'ication program with two sets of variables as 1) Hconomic—average cost of
irrigation, occupation of households, change in production, electric connection and

satisfaction; 2) Social—social change, cooperative consciousness, and family planning
awareness.

In economic sector, they have found, the average cost of irrigation per bigha m the non-
elcctrilled villages arc twicc as much as the cost m the clectrilled villages. In
occupational terms, the ratio of poor, agriculturist and unemployed persons is higher in
non-electrificd villages than in electrified ones. 38% of the rich people under elcctrillcd
villages have had an average yield of above 151 mounds of paddy in one year, whereas
the only 8% of the rich scction of the non-elcctrilled villages can get the same amount of
yield during a year. In clectrified villages, 61% households have electric connections and
out of them, 89% arc more or less satisfied with electrification in their villages. But, the
research shows, in matter of change in production, the condition of the middle and poor

classes in the electrified villages is no better than their counterparts in the non-elcctrilled

villages.

In social sector, the study observes, positive changes in security, education, recreation,

working hour, household income and employment in the electrified villages than that of
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the non-olcctrillcd villages. And, in matters of cooperative consciousncss, most of the
Samily members (76%) do nol regularly allend Palli Bidyu! Samily nieelings lint, tlie
sludy linds, there is no signiHcant dilTercnce in terms [I'awareness of family planning
and its methods, and political consciousness between most of the respondents of

clcclritled and non-clectrilied category.

The World liank m its publication i iow’nviwiil lliul Works: Rclonniny, the
ruhlic Scdor has drawn contrasting features about the performance of Dhaka lilectric
Supply Aulhority (DIiISA) and Paili liidyut Samilies (IMiSs), It observes; During 1-Y94,
tlic system loss of DIISA was 31% compared to 15% for the I'BSs, at the same lime,
collection of billing were 78"0 and 98%, respectively. In the same year, the collcction-
purchasc ratio |br DfiSA was 54% while for PfiSs it was 83%. Rach Df:SA employee
serves only 92 customers as against 188 for PBS, despite the higher consumer density of
DESA franchise area. And at the end of I'Y94, f)t;SA’s account receivable was

equivalent to 7.6 months of average billing, whereas Ibr I'BS it was a mere 2.2 months.

Success behind, for the Bank, the PliSs are of some institutionai atlnbutes that are neither
mcorporalcd nor properly exercised in DESA. First of all, PBSs are arranged in area-
based decentralization, and arc allowed some Irecdom of operation dcspiie rigorous
monitoring system by RfiB. Second, I'BSs has adopted performance-based accountability
principles into management e.g. hiring and tiring by General Manager, promotion and
pay raise (including bonuses) based on perfonnance, and incentive jiackages against
Performance i'argcts, renewable yearly contracts with meter readers on satisfactory
performance etc. Third, in ever)' PBS, customers get the highest priority, as they arc the
owner of the organization — monthly Board Meeting of ihe customers’ cicctcd
representatives and customers’ attendance in Annual General Meeting. Complaint

Centers to attend the consumers’ immediate demands etc.

Mana”cmctu Asscssmcenl h'mat Report: linral li/cclnfiailion liounl IUdynt
SumitUics (PUS), RPPR Inlcrmcluilc Results 21 is produced by Rf-B/NRECA/USAID
(1998). In this report, the research team lead by .lirn ford of NRIX'A is surprised at the
story of the Rural I-Icctrillcation Board’s journey m electrifying the rural Bangladesli.

fhey observe: as of then, the central station electricity has been extended to about 90% of
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Ulc nation; about 35% ol'llic rural villages rcccivc clccincily with an average 12,000 to

15,000 new connections adding in each month; and about 20% sustained annual customer

growth alter two decades of its inception

With the program mission: “to reduce rural poverty by enhancing the capacity ol the
PBSs to provide eincient user-owned clectric service", the leain has assessed 'I'lie 1910
i'-leclricity Act & 177 (Ordinance, Rural lileclrification Board Byc-lavs Preamble, KUB-
PIJS Byc-iaws, RIiB 1994 Strategic Plan, Policy Instruction, KliB-PBS I:ngiiiecring &
Operations and RHB Computers. Some ofthe major findings ol'these assessments are the
Ibllowing: a) in the Bye-laws given at the registration of the Samity, some fJyc-law
sections seem to be in conllict with the Byc-law Preamble provisions, encouraging
success as an independent organi/alion; b) as because 1977 Ordinance identities RHB's
role as a rate regulator, not rate setter, RHB should shift their role by providing guidance
to the PBSs in establishing revenue requirements for the Samities; c) the strong annual
margins should be evaluated to determine if the present interest charges to the PBSs are
set to high; d) the REB Procurement Policy should be evaluated since its procedure docs
not fully provide the ability for a PBS to acquire needed maintenance material; and e) the
training function for management, technology, engineering, financing and operations and

maintenance needs to be redefined for both the R(:B and Samities and brought to the

PBSs on the local and regional basis.

In his “Introduction to the Bangladesh Rural Hlcctrification Program”, M.A. Samad
(2001) draws our attention to, among others, an overview of Bangladesh Power Sector,

Key Factors to the Succcss of RL: Program and Obstacles and Challenges to RB i’ rogram.

According to Mr. Samad, the P\)wcr Division of the Ministry of Power, |"nergy and
Mineral Resources (MPIliIMR) governs the Power Sector. lintities under Power Scctor are
as follows: (l) iJangladesh Power Development Board (BPDB>—responsible for
generation, transmission, and some distribution in divisional citics, dislricl headquarters,
and most municipal areas exccpt greater Dhaka; (2) Rural iilectrillcation Board (Rf:B)

responsible for generation, transmission and distribution of clectricity 1o the rural
Bangladesh including some district headquarters and municipal areas through Palli

Bidyut Samities (PiiSs); (3) Dhaka Electric Supply Authority (DIl.iSA)—responsible for
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Jransmission and distril)ulion ol'elcctricily in the greater Dhaka area; (4) Dhaka I-Jeetric
Supply Company (DBSCO) lormcd as initial step of a phased process leading towards
privati/ation of DFiSA; (5) Power Grid Company ol' Bangladesh (HCJCB) created as
part of power sector relbrni process that would ultimately relorm liPDB and takeover the
sector’'s transmission system (132 KV and ahove); and (6) Rural Power Company

(RPC)—responsible for power generalion contributed by KliH and some PBSs.

The author considers the performance ol'R1i Program salislaclorv’ m the way that it has
covcred 24% of the rural people to have electricity wilh 96% bill collection and 16.29%
system loss since 1978 to 2001 despite the average |jnployec-Consumer ratio of 1:250.
Some ofthe factors contributing to this success, as he outlines, are: presence of standards
in engineering and construction, approved specifications for equipment and materials,
necessary' ‘checks and balances’ through monitoring by RIiB over PBSs to ensure proper
performance, bi-annual management audit, annual performance target agreement (P'l'A),
continuous training for personnel at all levels and non-political nature of RI, program etc.
Alongside, the obstacles and challenges for Rlv program, as he pomis oul, are: need for
capital to expand and upgrade the system, need for government subsidy to assist less

viable areas, inadequate power supply, poor consumer mix, and inaccessibility in remote

areas etc.

Md. Abdul Hamid Mollah (2001) in his article “Renewable Knergy in Rural

Electrification" has reviewed feasibilities of the ‘Solar Photovoltaic Project' installed in

an island community under the service territory of Narshindi Palli Bidyut Samity-I.

At first, he compares the investment cost of conventional grid line to the Solar
Photovoltaic (SPV) System m the river islands. According to estimation, total cost ofthe
necessity of a long River-crossing I'ransinission Ijne and internal grid network for 4
islands would be about US $ 2.5 million excluding the Operation and Maintenance
(O&M) costs. On the other hand, the SPV system would cost less than US $ | million

only for the same. So the SPV project is viable in technical sense.

In the second place, Mollah attempts to assess the market potentials of Solar PV in the
rural eleclrincation based on a market survey. I'he rcs[X)ndents are willing to pay for both

small (36.67%) and large (40.50%) categories of Solar Home Syslenis (SMS), but not to
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Battery Charging (3.33%). ’'I'licy prefer HBSs (61%) lo Dealer (1'~.3%) or Local
Cooperative (18.1%) with monthly bill payiiienl (64.84%). 'I'nc customers fall in two
categories i.e. Rural Area PV Market and Remote Location Market, fhe Rural Area
Market includes: rural home systems (stand alone), rural heallli ccnlers (medical
refrigerator), rural school, rural telecommunications, I'V pumping, village power plants
and rural street lighl. And the Rural Remote Location Market includes: cyclone shelters,
cathodic protection of oil and gas pipelines, microwave repeater stations, forcslry
managemeni, coastal aquaculture, lighthouse signaling, army (derense) applications
(battery chargcrs), railway signaling and crossings, offshore oil and gas platforms, fuel
(petrol/diescl) dispensing stations and grid interactive SPV stations, According to the
survey, total e.stimated market potential would be S3 MW I'V system based on the
projected average, which w'oiild earn US S 664 million, fhis is a direction for financial

viability of Solar PV system.

finally, (he author apprises the management of the solar PV systems admmisicrcd by
Narsingdi PBS-1, lie observes that a separate billing and collection system arc developed
for the project and technicians to o[x:rate battery-charging systems, fhe technicians are
also trained to install household PV system and post-installation services. The monthly

bill collcction is recorded 90% at the very highest.

In I-*conomic and Social Impticl livalualioii of the Rural I'Iccinficitlioii I''o~ram m
published by 1IDRC/NRr£CA/RLB (October, 2002), Abul Barkat cl al. has
studied impact associated with four categories of rural elcclric-consiimers as household,

industrial, irrigation and commercial during 1983-2002.

In household level, the report shows that the total number of direct benellciaries is 20.5
million with the average growth rate of about 42.*5%. It eslimales: as because ol' rural
electriHcation | | million persons are employed in farmlands. 983,829 persons m rural
industries and 848.630 persons in retail and wholesale shops in rural areas. Another
llgure exhibits: in the clcctrified households, 40% of the population have come to below
the absolute poverty line as opposed to 51% in non-clectrined households and 44.3% in
the national level. According to the Human Development Index (IIDI) calculated in the

study, the value of the electrified household is 0.642 while the values are 0.436 and 0.478
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for non-clcclriflcd household and nalioiial level rcs[x:ctivcly. The report ol)scrvcs posilive
impact of elcctricily in many other areas of household level such as mcomc-cnhancing
cffect, assct-building, expenditure pattern and standard of living, saving, demography,

health status, education and socio-economic status of woman.

In irrigation sector, according to i3arkat and his associates, electricity powered
equipments cover 10 acres more net area, 12 acres more total area, and 3 acres ncw-to-
irrigation area as compared to the diesel used irrigation equipments. As a result, the
clectricity-powered irrigation has got 24% higher productivity than that of the diesel
operated ones. Again, they observe; Rural r-lectridcation Program covers 2.3 million
acres of land for 11YV Boro and Aman that is 34% of Ihc total irrigated land under Boro

and Aman.

Rural industry, the report says, is the second highest consumer of electricity using 42.3%
of the total MWH. Total volume of output in clectriiied industries has increased by 74%
while the same growth has been achieved only 8% in the non'electrifled industry. By the

same token, the productivity in elcctrified industries is Tk. 131.07 per hour agamsi Tk.

45.38 per hour in the non-electrilled.

During 1983-2002 rural clcctrillcalion has covered, report estnnates, 24% ol the total
commercial shops in the rural areas. In case of retail shops, PBSs’ contribution to the
additional sales is 34.5% and the contribution is 15.1% for the wholesale shops. Anolher

Hgure shows that RB connccted shop’s share is 23.6% of the total annual sales turnover

of all shops in Bangladesh in the Hscal year 2001.

In Klcdricity for all: ICiectnficatum and Dcvciopmenf in Rural IUiirMadesh, Rose
Murphy et al. (2002) have identified four general problems in the Bangladesh Power
Sector. These arc following; a) l.oad shedding and voliage variation, b) ()jx:rating
Inefficiency, c) System loss, and d) Unadjusted tariff simetures and ineffective billing
procures. But they find a very pt)sitive force withm Palli Bidyut Samitics (PBSs) as
because, since the inception of RIiB in 1977, 67 PBSs have been covering 90% of the
rural areas of liangladesh with 4 million connections spanning 34,000 out of 64,000
village posing a track record of lower system loss for distribution than Bangladesh Power

Development Board (BPDEi) or Dhaka Lilectric Supply Authority (DIiSA). Despite these
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successes, they opine, a great deal remains to be accomplished in Rural [ilcctritlcation if

Bangladesh wants to prosper economically.

In this regard, Murphy and his associates have come up with some concrete
recommendations. I'0 begin with, they suggest that REB should place a high priority on
major expansion of power generation independent of the national transmission grid in
off-grid areas. The investment may come from different corners — either RGB together

with a group of PBSs or Independent Power Producers (IPPs) or Private firms on build-
own-operate (BOO) basis.

Secondly, they insist on establishing a regulatory regime capable of assuring appropriate
tariffs throughout the REB/PBS network. In this case, if PBSs substitute power generated
by IPPs tor power other than from the BPDB, average tarilTs charged may need to be

readjusted to a higher degree. But it would ultimately lead PBSs to achieve self-
sutTiciency, they argue.

Thirdly, Murphy and others suggest initiating a harmonious relationship between R.EB
and PBSs. In particular, they hope to allow more autonomy to the competent PBSs and to

take trusteeship of the financially poor PBSs by the REB.

Fourthly, the authors observe that the rural poor of this country would not be unwilling to
pay for electrical services if the service is reliable and their present living condition is
somehow managed to rise up the subsistence level. Hence the need of extending the
credit programs for the rural poor with appropriate loan guarantees to finance connections

cither from REB or the existing micro-credit organizations such as (irameen Bank or
BRAC.

And finally, with a view to extending electncal services in the low load areas in a shortest
possible time, Murphy and his associate suggest decentralized alternatives such as diesel,

biomass, solar and wind energy systems.

In Fmck”™v I'olicy for Banf/alesh, Dr. Alimullah Miyan and Dr. John Richards (2004)
have found a positive correlation between Per Capita Energy Consumption and Human
Development (mainly per capita income, literacy rate and average life expectancy) in

some selected Asian Countries. They observe, per capita energy consumptions of
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Bangladesh, Myanmar, and Nepal arc 138.5Kgoc, 266.yKgoc and 333.7Kgoc while their
human devclopmcnl indexes arc 0.502, 0.549 and 0.49°) respectively. Hut on ihe other
hand, per capita energy consumptions ofChina, Thailand and Malaysia sland 895,XKgoe,
1112.IKgoe and 1965.2Kgoe as against 0.721, 0.768 and 0.790 oC IIDI respectively.
1'hen, the researchers elaborate a logical inap of poteniial eirecls of improved encrg\'
service on wellbeing, hcallh, education, economic opportunity, production, and public
budgets and services. With this view in mind, Miyan and Richards attempl to identity
current problems of energy sector in Bangladesh and persuaded a scl of policy goals and

strategic objectives to overcome them within the shortest possible lime.

In resetting goals for Bangladesh, the authors primarily view that the energy policy must
be concerned not only with prc.scnt supply, but al.so with the country's long-term needs,
say lor 50 years. Next, they pul emphasis on clTlIcicnl production, distribution and tyualily
of energy so that the customers feel encouraged to pay the cost of energy they consume.

Further, they opine, the energy policy should ensure all liangladesh citizens bolh in urban

and rural to have equal energy access.

And, in reformulating strategic objectives, Miyan and Richards al (lie very beginning
rccommend not to export natural gas from Bangladesh; instead, the government should
put emphasis on continued exploration so that electrical generation can be possible from
potential gas fields. In the next, authors view, there should be a regulatory commission in
this sector, which will encourage private investment and assure customers reasonable
price and reliable service. I'hirdly, they suggest, the government should encourage RI'B
to develop a network of small-scale (10-100 MW capacily) combined cycle gas turbine
plants that would be primarily used by the rural customers. The other recommendations
they put forward are: to sale coal for domestic cooking in rural areas; to continue to
facilitate substitution of CNCi for liquid petroleum fuels and to undertake high profile

social marketing activities to improve utilization of biomass fuels in countr\' side.
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Chapter 4
PBS Organization- Its Nature and Scope

A IM3S is developed as a co-opcralive orjtaiii/alion to cxecule complex activities of an
clectric dislributioii system. Here, members are given tlie top most position in the
organizational hierarchy. I'hen comes the hoard of directors Ibllowed hy the general
manager, live assistant general managers in five flinclional divisions and a number ol'
employees in each divisictn. But a deputy general manager for zonal ol'lice ranks in
between the GM and ACjM. Three lady advisors are selected to assist the board ol
directors. One legal advisor and one or more consultants are appi)in(ed lo discharge their
respective scrv'ices lo the I'BS, In this chapter, we will primarily attempt (1) to describe
the rights and obligations ormembers, (2) to explore the responsibilities and liinctions of
board ofdirectors and general manager, (3) lo devise the functional divisions of TBS, (4)
lo lind out the interrelationship between board and general manager, and (5) to ideniify

the role of KL'B in PBS management.

Members

Any person of legal age, finn, association, corporation, club or organi/ation may become

a member of I'alli BRIyut Sainily under the following conditions:

a} One should apply and dcclare in a proscribed form,

b) Applicant agrees to comply with and be bound by the [*yclaws of the Samity
and rules and regulations adopted time to time.

c) 'l'ne Samity Board of Directors must acccpl the application.

d) Applicant has to begin using electric power within ninety days from the dale
of Samity Board’s formal acceptance of the application

€) No ineinbership shall be transferable.

jJRKh: rnS Mtxlcl Hydaws. 1995:2-31

Alongside many obligalion.s, lhc member consumers of PBS can enjoy various rights.
Through these they arc allowed lo lake part in various activities of management and

operation of the organi/iition. Some of the rights and liabilities are elaborated here:

a) Although members are the owners of the orgam/ation llieir private
Property shall be exempted from execution or olliei liability for debts of the

Samity.
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h) Oacli mcmhcr has to, when requested, exccutc and deliver to (he Sainily Such
grant or grants of casement or right of way in, under or ahovc tlie snrlace of
all land owned by the member as may be reasi>nabty rec|inred by the Samity.

c) Byelaws, Kiiies and Regulations of Sannty will be Irfntcd as a conliact
between the Samity and patron.

d) Members encouraged to participate in Annual and Sj)ecial meetings.

e) They have voting power to clect their representatives as Board ol'Directors

n lrrespective of consumer categories each and every member has equal
opportunity and rights to exercise in voting for diieetors or otlierwise.

IRIJi: PHS M ihM IWi'lmvx IW5:(>-")1
Boiini of Directors

The board of directors or the Samity tioard of a Palli liidyut Samity exercises the power
ofa PBS not conferred upon or reserved to the members, fhe pow'cr of the Samity iioard
is exerted only by actions and determinations taken in a regular or special and legally
held meeting of the Samity Board, with such actions and determinations recorded in the
official minutes of the Samity Board meetings, fhe directors, by law, arc responsible to

the members for the elTicient management of their PBS.

The boards of directors are elected as representatives of members consisting of a
maximum of 15 members. Mach year one third of the directors are elected from
designated I'lakas and each director iiolds office tor a term of three years, fo represent
the views, concerns and desires of the female members of tlie Samity, the Board of
Directors nominates a maxiiruim of three l.ady Advisers to the Hoard. 1hey serve lor
three years, but they have no voling power on any question placed to the Samity Board.
The hoard of directors gathers to held regular monthly meetings at the principal oflice of

the Samity. In rare case, they also held special Board meeting.

After the adjournment of the annual meeting of members where the results of the
elections of the directors arc announced, the Board of Directors elects PBS Office
Bearers among themselves at a meeting. 'l'lic oftlce bearers of Samity arc a President,
Vice-president, Secretary and Treasurer. The President is the [irmcipal executive officc
bearer of the Samity while (he Vice-president performs all duties of the president in the

event of his inability to act. 'I'ne Secretar>' serves all notices of meetings and keeps the
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meeting minutes, ccrtiHcatcs of membership, Sainity registralion documents, Hyelaws

etc. The treasurer has to assure proper custody and accounting ofall funds and securities
of the Samity (RUt: I'HSfhvlawx IW5:9-2)). lioard of Oircctors, however, lias to offer

a written pledge lo share certain responsibilities and have lo perforin a number of

functions.

Responsibilities of Samity Board

- fo make Policy subject to the approval of RLB

-To make Plans for Samity dcvclopmenl

-1’0 provide for competent management and opcralions tf the Samily
.-mfo ensure financial viability

-To promote full Area Coverage
-To provide for member and general public education m I'alli Bidyut Samity

concept and the productive utilization of electric power and energy
- To enlist active member participation and promote good community relations

/RIHi: 1’liS rlicy U0-72-<iliitgiit-A, UeviMoii DiW: M 10 WO

The Five Major Functions of Samitv Board

1 loestablish :ind maintain Icgiil entity to
-Registration and hyclaws
-Make legal contracts
-Pofcnd & protect legal rights

2. 10 act as trustee of members’ with respect ts
-Soundness of investments
-Security of assets
-Continuity ofenterjirisc
-Quality of service
-Prestige and good will
-Character and personality of the organization

3. lo plan with respect to
-Viewpoints
-Ob|cctives
-Goals
-Policies
-Major facilities
-Resources
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-lJoard and annual meetings

4. To provitle openitinji’ requirements for
-A qualillcd Manager
-Adequate authority Tor Manager
-l'inancial resources in terms ofcash or credit
-Member support
-Community support
-Conducts productive Board meetings

5. To take measures and Controls as to
-I'revents unautliori/.ed actions
-Receives, reviews adequate reports
-Sets strategic points- warning signal
-listablishes standards
-Arranges for audits and consulting services as needed
-I’rovides report to member on Board accountabihty

JKEH: PBS roUcy liisinn lion MJO-I5. Rivision Ihtw: 31 /1) IW(>!

General Manager

The General Manager is (he cliief cxccutive of the PBS. All management functions of
Samily activities are vested in a general manager who is appointed by the Samily Board
with approval orKliii. He is responsible and accountable to both lhe Samity Board and
the RMB. The Samity Board cannot suspend or remove the General Manager without the
approval ofRfiB. The RbIB, however, can exercisc those powers without the concurrence

ol'the Samily lioard (HIM: I'tiS KUnldl Hyckms. 1995:23-24).
Scope of Responsibilities of General Manager

Under tiic delegated authority Irom the Samity Board of Hirectors. the General Manager

is rcs|X)nsible to the Samity Board for the I'ollowing:

1 Managing tlie affairs of the PBS, with the objective of making area coverage
electric service available to all farms, homes, commercial and industrial
establishments, and community facilities within the PBS registration area.

2. Advising and assisting the Samity Board of Diroclors in developing sound written
policies and in making inl'ormed decisions about objectives, [programs, and basis
controls for the PBS.
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3. Developing among the members an understanding as lo llieir ownership
responsibilities and bcnellts in the PBS, and an acecpfance ol'lhe I'BS obicclivcs
and policies in the local communities.

4. Providing al the Unvcsl feasiblc cost, an adequate as to suppi> ol' dependablo
electric energy that will add profitability to farming and industry' and develop the
local economy.

5. Developing a program and organizing a stal'l' for llio engineering, construction and
operation of the electric facilities required meeting needs of the PBS

6. Operating the PBS on a prescribed margin basis for service in accordance with
modern principles of management organization and soiitid human relations.

7. Assuring good working conditions for the PBS personnel and inovidmg them
opportunity for maximum creativeness personal satisfaction, and sense of
accomplishments.

8. Developing and implementing the operational directives required carrying out the
policies and decisions of the Samity Board of Directors.

9. Developing management practices, methods, and procedures lo assure effective
operations of the system.

10. Providijig advicc and assistance to the organization staff lo carr\- out an efficient

operation
IREH: rihS Poliiy hisInitlion 300-41. Ki'visnm Ikitc: 31 10 !W (,j

A General Manager is basically a generalist, lie may or may not have technical

know'ledge; lie should be a specialist and expert in five fundamental management

functions.

The Five Major Functions of General Manager

1 Planning
-Informs Board of economic, social and other trends.
-Advises & assists in developing procedure.
-Provides research information for long range plans.
-Helps Board identify needs.
-Transforms plans to procedure, budgets & reality.
-Keeps Board informed.
-Presents information & reports for Board consideration tlecisioii.

2. Or}=anizing
-Dctcrniines organizational structure
-Determines need of additional or elimination of positions in academic with
the support organizational structure.
-Develops qualifications for recruiting, transfer and promotion o f employees,
-Selects, transfers, promotes & releases employees in academic with
RLiB/PBS policy.
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-Delcrmincs Salary adjustmcenls.

-Insures a trained stafT

-Appraises perl'orniancc of immediate statT

-Insures uniform system of appraisal.

-Develops written job descriptions for all personnel.

-Administers employees benellts, consultants, and neyotiates contracts.

3. Direcliti}!
-Uses & tcaclics subordinates to use techniques (o protnole inlercluiiittc of

information among employees.

4. Coonlinatiiifi
-Attempts to fully utilize capabilities and potential of each eiiiployec.

-Keeps staff informed.
Puts policies, decisions and procedures in vvrilmy.
-Delegates' authority (in writing).

5. Controlling
-Advises & assists Board in establishing controls.
-I'rovides inforination & reports which lioard need to cxercisc elTcctive

controls.
-Advises Board of need for re-planning to permit change and to meet long-

range & short-range needs.
-Keeps Board informed of progress in major areas of operations.

IHUiH NHI-.CA USAliy.I-Hcam } orm (>fManayemvnt. iint/alct/: 1.1-23/

Functional Divisions of PUS

Palli Bidyut Samity at full operation has five functional divisions. An Assistant General
Manager with respective knowledge and expertise heads each division Major functions

of cach division is elaborated below:

1 Ccncral Si-rviccs Division
-Maintenance of Instates
-Operation and Maintenance of Transport
-Legal AlTatrs
-Personnel Administration
-Logistics

2. Construction, Operation & IVlitintcnancc Division
-Operation and Maintenance of the Power Distribution System
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-Meter Fixation and Service Drop
-Meter Maintenance and Repair
-Minor Construction Works

J.  Finance Division
-['reparation of Annual Budget
-Accounting
-Billing (he Consumers
-Collection of Revenues
-Bank Operation
-Disconnection for nonpayment
-Submission of Monthly Report in Prescribed Form

4. Member Service Division
-[Educating Member Consumers abtiul economic and safety use of clcclricity

-Rendering ol'Tcchnical Advices to Members
-Recording and Addressing Consumer Complaints
-Inspecting House Wiring

-Conducting Primary Survey for New Connection

5. Engineering Division
-Feasibility Study
-System Design and Staking
-Inspection of Distribution Lines
-Oversees the Performance o f Local Engineering Consultants

-Operatioti of the stores
lIhihih. 2001 7-5/

Ivach divisional head is assisted by a number of employees. In Dhaka PBS-1 there arc 14
stair under AGM (CS), 65 under A(iM (Finance), 5 under ACjM (MS), 19 under A(iM
(CO&M) and 4 under AGM (Lnglincering) stationed in the Head Quiirtcr at Savar (See
Detall in ilic Orgariizaiional Cli.irt of Dliaka I'BS-I). They all arc responsible to the GM for ihcir

rcsfx;ctive division.

Other Officcs Under PBS

Palli Bidyut Samity has scope lo expand organizationally to meet (he needs as the number

of consumers continues to grow. Complain centers, Area Ofllccs and Zonal Offices are

setup lo provide facilities to the customer.
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one Line Tcclimcian and three 1o live Linemen. Dhaka PHS-1 has Iwo coniplatn centers

stationed at Ashulia and Zirani liazar under the Head Quarter.

Area Officc is a remote load center having more than 4000 hul up to 7000 consumers
that starred One Junior l:ngincer. One l.inc Technician, | ive l.uicmen and One Cashier

(in the absence of Hanking facilities only).

Zonal Office is formed to cover more than 7000 consumers that provides all sorts of
consuiner services such as; preliminarv' survey, receipt ofapplication for new connection,
wiring inspection, service connection, meter reading, billing, collection of revenue,
disconnection, complain aitendance and operation & maintenance of distribution lines. A
Deputy Cieneral Manager heads each Zonal Onice. One A(IM ((O <tM), One Junior
lingineer. Line Crews, Billing Personnel, Meier readers etc. arc entitled to a.ssist him.
Dhaka PfiS-I has live Zonal Offices at diverse geographical areas. Zonal Oil ice at Savar
has two complain centers stationed at Fullbaria and Razashan. Zonal Office at Dhanirai
controls five complains centers at kalampiir, Halia, Siiapur, Shiinulta and Kiishura.
Kaliakair Zonal Office operates two complain centers at Baraihan and Benupur while

Aminba/ar Zonal Ofllce maintains one complain contcrs at Vnkuta. flic Konabari /oiiai

Onice has two complain centcrs at Cha Bagan and Mouchak.

Saniily lioard/Cicncnil Manager Intcrrciationship

I'ne interrelationship between Samity Board and (ieneral Manager can be compared with
the relationship between the organs of government, that is, the parliament and the
excciJtive. While the Samity Board represents the member consumers and formulates
policies and oversees PIiS activities, the General Manager as a Chief [Executive r)i nccr
(CliO) takes responsibility to miplement those policies on behalf of management. This
relationship is sometimes explained with I-Ikuini I'nrni of M(ituiy,cmcnt like the

following:
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Board

Kslablish rrocodurcs

l.on”™ KHfigc Planning

= Approval Annual Budj™ct

IVlonitor Operations

= Approve Major Contracts

« Listen and Respond

Cicncenil Miirmgcer

- To c;irry out policy iiistniclion

-To develop procedures

- To report policy violation to Board
-To rccoimneiKi procedure cluuiges

-To ensure responsibilily lor revenue &
expenses

-To prepare tnonllily reports

-'I'0 advise Hoard of problems &
opportunities

-To helps Board identify needs

-To transform plans to procedure, budgets &
reality

-To keep Board informed

- To develop workable budget

- To monitor budgct-to-actual

- I'o operate within budget

-To obtain Hoard approval for “out of
budget" items

-To discharge day-to-day responsibility

-1'o advise Board President immediately of
major concerns

- I'o obtain Board and/or RI'B approval for
large unusual events

-To resolve member & public concerns

- To report monlhly to Board

- To negotiate as appropriate
- To make recommendations to Board
-To manage aj>provcd contracts

-1'o resolve problems

-To respond to opportunities
-To maintain - public relations
-To encourage openness

jJRhIH NRiX'A USAIL):I-Heam harm o/ Afam”c/nciil, uinhtlal: 25-2(>]

By nature, a General Manager has to work in two-way direction. ()ne the hand, he

performs as a scrvicc provider and adviser to the Sainity Board and on the other hand,

plays the role of an executive to his subordinates. So, full understanding and active

cooperation between Board and General Manager is a precondition to make a PBS

successful.
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Role ofRKB ill PBS Manii“cmciU

According to the Rural Elcctrirication Board Ordinance. 1977, R1]B is a scnii-
auloiiomoiis government agency that will carry out its mission ol'creating a Qul servicc
clcctricity utility or other electric utilities and companies with single or multiple
responsibilities. Palli Bidyul Samity, on the other hand, is primarily an electricity
distribution company registered with RHB that has to comply w'lth rules and regulations
adopted and amended by RHB. I'hc Byclaws preamble ol' RI-B provides a guideline to

understand the role of RHB in PBS manageirient:

* lMacli Sainity is an independent corporate body that is responsible lor cnicient

and elTeclive inanageineiit of its alVairs and expected to repay all indebtedness
on schedule according to the terms of its loati agreement and establish policy;
All RIU5 activities shall be carried on m a way to  help develop the resources
and ability of each PBS to meet its needs, operates its own affairs effectively,
and achieve as soon as possible the internal strength and soundness to assure
its success as an independent enterprise. As a Samity develops adequate
internal strength and financial capability, direct RI:B assistance will diminish
accordingly,

e R[50 must furnish technical and management assistance to each PBS and
[irotecl the security ofeach outstanding loan;

 Ri:B shall establish terms and conditions in loan security documents and
policies and procedures to assure the proper implcmenlalion of its assigned
objectives;

* RL'B will require from PBS those rcixirts and audits that are essential to the
protection of loan security, achievement of the objectives of the Ordinance,
and that may otherwise be requisite to the success of area coverage rural
electri Heation,

« l'or each Samity borrower, KL1:B will encourage active participation of all
Samity consumer-meinbers in the affairs of their organi/atum to assure
maximum benefits to themselves and to the development of their rural
communities thereby contributing their part in the overall development of

Bangladesh.
'REH: Hyeltms J'nuimhle. 197H:1-21

The Preamble suggests that, in essence, i’alli Bidyut Sairnty is an independent cost and
management center while RIiB is a registration authority of PBS that acts as an oversight
body upon PBS to protect loan security and to achieve program objectives. RHB,

however, have many directorates to do these jobs. Some of these are discussed here
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I*{S Development & Manaf'‘cment Directorate finds out all problems ol PIiS
mimagcmcent, idcritiftcs irrcguliirilics, and conducts cicctions ofdircclors of IMiIS Hoard

Among other interests of lhis directorate are recruitmenl and procurement ni I'HS, PUS

Bourd [l'unctioiis, consumer services etc.

UItB Finnnce Directonitc regularly monitors I'HS l'inancial aelivilies. The personnel of
this directorate used to review conlbmiancc form If 530 data wiih the General ledgers.
Subsidiary ledgers and other related files. They also oversee Cash Manageinent, Pay

Roll, lilectric energy sales and consumer accounting, (ieneral accountmg, and Plant and

property accounting.

System Opernfion Directorate of Rfili plays a key role in major maintenance of
siibstalions and critical operational problems. It assists PHS with expert services and
provides services ol'tools and equipments that are costly for individual PMS to maitilain.
The directorate also assists PBS with trainmg on maintenance of workslurp, maintenance

of substations and equipment repairing.

Training Directorate provides training assistance to PHS other than the trainings (hat are
centrally conducted in Klili. It assesses training needs of a PBS, ilcvclo[)s standard
curricuhim and pays regular visit to PIiS training Program. |he Training Directorate of

RIiB conducts all post-training examinations (/sam 2(>0i./-3).

In this chapter, we have tried to discuss the orgaiii/ational structure of PHS.
Re.sponsibilitics, functions and roles that have been elaborated here are formal and legal.
These, however, will guide us to observe and investigate the actual positions of

participation, accountability, transparency and com[>etcnce governance attributes in

Dhaka PBS-1
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Chapter 5

Human Resource Management in PBS

Management experts have no doubt that quality of service largely depends on proper
human resource management of an organization. It is about the policies and practices to
carry out the “people” or human resource aspects ol'a management (X)sition. mcinding
recruiting, selecting, training, compensating, appraising etc. m an organi/alton (flossier,
2000: 1-31). I''om the governance perspective, however, coinjietence, accountahihty and
transparency of managers and employees are directly or indirectly related to the formal
and inlbrinal arrangement of human resources of the concerrtcd orgaru/ation, | or this

obvious reason, | alteinpt to present an outline of I'HS human resource management in

this chapter.

Kcspniisibilitics/Dutics Ilhc PBS CM

* The 1*13S General Manager has the iiltiinate responsibility for all human resource
managemenl functions within hisIMJS.

e SpeciHc duties as outlined in PBS In.struction 300-1 | and 300-14 include:
-Kecruitmenl and selection ofgencral staff
-I’erforinance appraisals for all olTiccrs and staff
-Wage and salary’ administration.

Kespoiisibilities/Diitics of the AGM CiS

« 'fhe AGM General Services is responsible for most of the normal luim;m resource

functions within the I'liS.
* Supportive role to (iM in all aspects of human resource management functions.

e PUS Instruction 300-14 outlined (he following specillc duties:
-Personnel rccords
-Position descriptions.
- Iraining and developmenl of personnel.
-Assistance with the development of wage and salary plan.

Siippoiiivc Dulies of All AC Ms

The AGM GS and the concerned AGM provide support lo the GM with regard to the

recruitment, selection and performance evaluation of PUS non-olTicer personnel.

57
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RKB’s Involvement in PIJS Human Resource M;inaj;cmcent

< Provide for rccrLiilment, sclcction, promotion, and Irunslcr ol ™IS olficcrs and

sclccled sialT
* I'rovidcs inotn'toriny of human rcsourcc rnanagcmenl liiiiclioii.s  wiiliiri tlic
rcspcclive PBS [X'parlniciils by conccrncd R12B Dirccloralc.

JREH f cnnrsc no. JM |-15. lesson 01, scctionOfij

Selection of Employees

A. Job Ansjjysis

Job analysis is the procedure lor determining the duties and skills requirements ol'a job
and tlie kind of person who should be selected for it. Two basic components of job

analysis are job/position description and job specificalion.

= Job/position description is an organized, factual statement of the duties,
responsibilities, reporting relationships ofa specific jol) or positi(>iv

« Jol) specification is a list of Job’s “human rccjuircments” that is, the rc(Juisitc
education, skills, (x:rsonalily, experience, (raining, physical cfioil and so on.

Job descnplton and job specificalion of the PBS Personnel are described in PBS Policy

Instructions 300-1 1and 300-14.1lere below is a .sample oflhat

POSITION; WIKING iNSIM.:rtOR
Dr.PAR'IMPNT: MPMBL'K SHRVICCS.

ORGANIZATIONAL RBLA | IONSI IIP:

Reports to: Member Service Coordinator.
l. JOBSPI'CII'ICAriON:

a) S.S.C. or ctiiiivaleni Examinalion in 2" Oivision will) 2 (two) years
lileetrical I'rade Course from any Institute affiliated with the lioaid of
[Bangladesh fechnieal Education.

b) Initial appointment will be made on probation for | (one) year.

¢) Regularization of employment will be subject to satisfactoiy performance
during the probation period & successful completion of Ciencral

5X
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Orientation, liasic Consumer Wiring Trading Course from RGB Trading

Directorate
d) Candidates have cxpcricnce in Meter reading and bill colleclioii in any

I’BS with requisite qualillcations may be given prel'ercncc.

I SCOI'l-01*RHSTONSIfMLITY:

Responsible for inspecting the Wiring of I'HS Members houses, shops,
agricultural, commercial and industrial inslallations.

I, I'UNCI'IONS AND [JUTIliS;

Inspects Wiring installations ofPiJS Members in accordance with RRIJ
Standards.

Advises Wiring Contractors how to corrcct dcllciencies in wiring.
Reports approved wiring installations to Wiring Coordinator.

Advises and assists members on wiring problems.

JRtCB: m s l'oticy htstrudion 300-14-52, Last HeviMon Dale: M 10 19161

U. kecriiitin®
In every organization, recruilment is considered as a proecss ofscarcinng lor prospective
employees and stimulating them to apply lor a joh/posilion within the organization.

Recruitment is personnel function and responsibility is especially important because the

guality ofthe organization's human resources depends on the quality of ils recruits.

Sources of Human Resources

In PBSs, there are two major sourccs of recruitment:

» Internal—provides candidates from personnel who are currently working within
the organization :uxl who arc qualilled for promotion or transfer

* I'xternal—provides candidates for (wo instances:
-When no tjualified personnel arc available within the organi/atioii.
-When the organization is expanding and additional personnel is needed.
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Advertising for Personnel

Advertisement is a must tor PBS personnel recruitments. In this regard they choose both

local and national dailies. These advertisements usually eontam the following key

element:

* Some intbrmation about the organization.

» Specific job requirements and responsibilities.

« Contact information (how and where to apply).

« A statement regarding benefits and compensation.

Basic Elements of Application Form

PBSs design application forms for their posts of appointment. Among other infomiation,

the formats of application contain the following basic elements:

« Personnel Biographical Data— (e.g., name, address, age, etc.).

e Record of Education—(e.g.. Institutions attended, dates, Ceitificates and
Diplomas earned, etc.).

* Record of Employment— (e.g.. Former employers, dates, positions held, duties
perfomied, etc.).

» Applicant’s Statement— (A signed statement acknowledging all inlbormation to
be correct,

JRKB (]99-4.August): course no. IM N5, tesson 04, seclion0]-041

C. Testing

After reviewing the application and checking past employment/ references, the most
gualified candidates are tested for aptitudes and learning ability. The major objectives for

testing are that;

-Testing for aptitudes indicates the types ofwork for which a person is fit as
well as his/her preference and interest.

-Testing for learning ability provides an indication of how far a person can go be
before the job becomes too ditTicult and his/her ability to learn work other than
that for which the application is made.
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I'ypes of tests

In PBS the following types of tests are considered suitable lor testing the prospective
candidates.

« Manual dexterity tests- determine applicant's aptitude tor operations where the
use of hands is ofiirinie imporlanee (i.e. typing. Lineman skills, etc).

e Clerical tests —conHrm applicant's aptitude for clerical or office work.

« Trade tests -determine candidate’'s knowledge of a particular subject or trade area
(i.e., general administration, Imance, technical/cngincering, etcj

D, Interviewinf:

In selection proccss of PBS, interview is regarded as a formal, in-depth conversation
conductcd to evaluate an applicant's acceptability for employment |he interview is

conducted for the candidates who successfully qualify the tests. It provides the following

opportunities:

-fo obtain information that is not available from other sources li e. Application,

test,
previous employers).
-To enable the applicant to get his first impression whether the organi/ation

would be a desirable placc to work.

JRI'H (IW 4 ,August): coitrsc no. IM 145, lesson 15 scclioiiiNj

K. Fin:ili7;iiig the Sclectujii

In PBS, a selection committee reviews and analyzes the results of the testing and
interviewing of most qualified candidates and develops a list of those recommended for
selection, fhe llnally selected applicants are immediately informed and they recjuire a

medical fithess certificate before joining and posting.

Sclcction of Managers

A manager is a person charged with the “overall” responsibility for getting the work

done. lle/She is involved m the administration, namely planning, directing, organizing.
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controlling and coordinating. Moreover, manager provides the leadership to get the work
done. In PBS, there are enforcement coordinator, power use coordmator, member service
coordinator and junior engineers who arc responsible lor the day-to-day functions oftheir
respective division. I'hey arc called su|XTvi.sors. I'ne basic procedures tor selecling the
managers/supervisors in PBS lollow the same like that of cinployecs. Hut the
inanagcrs/supervi.sors are required to have certain personal characteristics and managerial

gualities. Their interviews are conducted in difTerent manner. These arc elaborated

below:

» Personal Characteristics of managing:
-A favorable altitude toward authority.
-A desire to compctc.
-An assertive behavioral pattern.
-A desire to exorcise power.
-A desire for a distinctive position.
'A sense of responsibility,

e Important managerial qualities:
'Personal Desire to Manage.
‘Intelligence.

-Aiialytical Ability.
'Ability to Communicate.
-Integrity.

» Sample interview questions for cxpericnccd managers/supervisors;
-Wilial makes you an effective manager/supervisor?
*Whbat do you consider to be your management style?
-What is your description of the ideal manger or supervisor?
-How would you describe you delegating skills?
-Describe your relationship with your last subordinates.
-Describe what you consider to be your strength as asupervisor  manager.
-What task do you have the most difliculty with as a manager'.'

/RI\B (199" August): course no. iM 145, lesson 06, seclion()t-(Nf

Employee Development

A, Training and Coaching

There are two types of training programs in PBS.
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Formal draining Programs are o f diOcrcnl kinds like the Ibllowing:

» Entry level training
-To provide new employees with overall knowledge ofthe organization, basic
attitudes and job skills required for initial job perrormance.
Example: PBS Orientation Program (all employees); Lineman Part | (newly
recruited l.ineman); Pi*"S System Construction and Inspection (Rfil* Inspectors).

* Remedial Training
- To correct observed deficiencies in employee knowledge, skills and attitudes.
Example: Tool Maintenance (l.ineman); Refresher I'rogram (PBS Directors).

» Upgrading or Advanced Training
-To improve, enlarge, increase, and/or update job skills and knowledge.
Example: Managerial Accounting (PBS GMs); Controlling- Measuring Results
(PBS Directors); Lineman Part II, HI, IV (PBS Lineman).

* Retraining
-To equip employees with new skills to replace skills made obsolete by changes
resulting from new equipment, new procedures, etc.
Examples: PBS Billing Procedures- New PBS Accounting Procedures (PBS
Billing Supervisors and liilling Assistants).

Informal Training Programs arc also of many forms listed below:

e On-the-Joh Training
-On-the-Job training (OJ'f) is the most common, widely accepted, and necessary
method of training in skills needed for acceplabic job pcrfonnance.
-Conducted in the work place by competent and highly experienced personnel or
by the employees’ immediate supervisor.
Examples: PBS Meter Readers, PBS Billing A.ssistants, on-going training for new
and experienced PBS Lineman.

« Coaching
-A type of training that is basically done through a close one-to-one relationship
bclween the employee and supervisor, with (he skills and knowledge about a
particular job being passed from to the employee.
-This is most frequently used for supervisory and managemenl development
(AGMs in PBSs).
-Coaching can be used as a follow-up to formal training in all areas, but
particularly for personnel involved in jobs requiring psychomotor skills such as
technical work (Lineman, Meter Technician) and clerical and accounting type
work (PBS Accounlant, PBS Billing Assistant).

 Job Rotation
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-A training inclhod used in conjunction with coaching to expose potential
managers to all areas of an organization by rotating their positions through the
organization.

-To be most clTcclive, this type of training slil! requires the supervision of an
ex[x'rienced manager

- I'nere are a variety of forms of rotation through which [>ersonnel can pass (e g,,
through non-supervisory positions, several management training positions,
assistant positions, and observation assignments.

Understudy or Assistant Assignments
-Another informal method of training used primarily for supervisor/management

development.
-A nuinagemenl trainee is assigned to work as an assistant tt) an executive in order

to have lIrsl-hand exposure to a variety of managerial practices.

Commiltec Work

-A method used extensively to develop young potential managers.

- The poleiUial managers arc assigned to work on committees that deal with real
problems within the organization, and where proposal are developed and
submitted to the executive Who gives consideration to the proposal's contents
while making his/her actual decision.

JJUCH (1August): course no. !M 145, lesson 11,section 03-(Nj

B. Couiisclin};

A supervisor often involves in counseling interviews with his/her subordinates for

problem-solving or discussing job problems, development plans, or problems merely of

personal origin. REIJ Personnel Directorate considers this type of counseling as one of

the vital methods of employee development in that it helps decrease the problem. For

this, they have suggested PIJS supervisors the following approaches;

Directive Approach relates to an exchange of information that results in a
supervisor suggesting a solution to an employee’s problem and motivating him.
Non-directive Approach indicates a supervisor to be a good listener at the
beginning and then to keep advice so that the employee himsell/hersell’ can solve
the problem.

fhe Collective Approach is combination of both the direct and non-direct
approaches results in the superviisor and employees (ointly developing solutions to
a prolilem,

IREH (I*)94,Augusl): course no. IK i 145, lesson 12,scction OI-Olf
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Manager Development

The prime Ihrusl ol' manager development is to provide llie oryani/alion with qualilled
people to meet riitirc needs for inanagement personnel resulting Croni replacement and
expansion, ‘I'herc arc three levels of'training programs for management development in

PBS so far. These are elaborated below:

 First Level Training program is designed for the supervisor™ position and
incumbent supervisors. The general objectives o f this training are:
-To give the participant the essential knowledge of his/her responsibilities so as to
make decisions compatible with those of the organi/.ation.
-To provide the participant with the knowledge essential to good management
practices so that knowledge may guide day-to-day management decisions.
-To assist the people in the development process in a positive and productive
manner,

The major areas of this level of training prograin includes the topic like: responsibilities
of a supervisor, work planning and scheduling, delegation, communication, safety

interviewing, training, performance appraisal, organizational policies, grievances etc.

« Middle-Level Management training programs involves people who are from one
of the two groups below:
A) Those being prepared to enter the middle management level who are
experienced as supervisors and who are currently serving m lhal capacity,
[() Those experienced managers currently at the middle management level.

The major objectives of the middle management level training includes:
-To help incumbent managers to be more clTcctive.
- lo provide additional managers to meet the need for expansion

Topics for program at this level include such as: management theor>', organization theory
and applications, motivation theory and applications, planning and setting objectives, and

leadership skills etc.

« Top Level Management training programs are offered to department managers
who arc candidates for senior-level or general management positions. 'The prime
objectives of this trainings include:

-To provide a review of management theory and principles and the updating of
knowledge and technical developments in managing.

- To improve the knowledge and skills required fx'rforrning executive type duties
that are dilTerent from middle and upper management positions.
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Topics in lhc syllabus at this level IVcquently includc the Ibliowing; Iciiclcrship, policy
making, strategic planning, decision making, resources allocalion, cliangc inanagcmenl,

lInancial nianagenienl, programming, government relations and socioeconomic conccpts.

Methods of Iriiinin”™ for Managers/supervisors

I'ne training Directorate of RBFi determines the methods ol' training for each level of

management training. In selecting training methods, Tollowing considerations get
priorities:
- The program itseir-content, duration, program ohjcclives (changes in knowledge,
skills, and/or attitudes).

-The target popuialion-thcir managerial level expcriencc, age, previous triiining.
-I'lie trainer- their level, experience, skills and abilities.

» Accepted Classroom Methods includc the following:
-Lecture
-Syndicate or (iroup Discussion
-Case Study
-Role-Playing
-Management Games

e Other Accepted Methods incorporate the following:

-Coaching

-r-'ield Training

-Planned Progression

-Job Rotation

-Creation of “ Assistant-to” Positions
- femporary Promotions
-Committee Assignments
-University Management |I'rograms
-Sclf-Dcvelopnient Programs

All PBS management personnel receive classroom training according to specilk
Curriculuin Plan designed by RBB Training Directorate. And, Held training for them
includes attachment to a PIJS for intensive review of duties and assignments related to

their perspective position in an on-the-job training situation.

JREH (199-"Autus/)- course no. K1 N5, lesson }3,sccU<)ii 01-06]
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I*crformancc Appniisal: lunployccs

I’crformancc appraisal is a proccss of evaluation of pciTorinancc of an employee by

supervisor with regard to the employee’s job requirements. Major objectives of

perfonnancc appraisal are listed below:

-To promote employee performance.

- To enhanee employee development.

- To encouragc supervisory understanding.

-To assist with future position changcs.

-To implement wage and salary administration.
- To assist validation of personnel program.

PBS Personnel Appraisal Forms

The overall performance appraisal proccss for the PI3Ss is outlmed in Section D of PBS

Instruction 300-17. Following arc the types and procedure for using forms:

ry[x:s of forms:

-Management Performance Appraisal for PBSs GMs
(REB form 105)- completed by PBS Bxecutivc Cominittee with review by

and with llnal approval by Chairman, RI:B.

-Management Performance Appraisal for Grades 10-16
(RBB form 105A)- completed by the GM, with review and linal approval by the
I'BS I-xccutive Committee.

-r-mployee Performance Appraisal for Grades 3-9
(Rf.vB form 105fi)- completed by the appropriate AGM and processed the same

as form 105A with the exception of final approval by the GM.

-Hmployee Performance Appraisal for Grades 1& 2
(Rf-B form 105C)- completed the same as Form

Procedures for Using Forms:

-PBS Appraisal Fonns are prepared according to Instruction 300-17 on the basis
ofthe calendar year (1/1 - 31/12) with completion being 31/1 of the next year.

-The ACiIM GS Is responsible for the initial preparation of the appropriate Forms,
with distribution to the concerned supervisor. An excc[ition would be for the

67
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GM'’s Appraisal ['orin thal would be handled by the PBS lixccutive Committee,
with suhmittal to KI:B I'or final approval.

- riic concerned supervisor completes the appropriate | ornis lor each subordinate,
-A performance appraisal interview is conducted to review the contents of the
appraisal and to discuss plan/methods Cor improvement.

jR Eii (199-",August): course no. IM N5. lesson UH.sccUon 071

Course Outlinesfor Management and Institutionat Training

Code Subijcct

l'inancc

IF 300 PBS General Accounts Manual

IF 305 PBS General Accounts Manual

IF 310 PBS General Accounts Manual

IF315 PBS Accounting Procedure Manual

IF 320 Accounting/Billing Procedure Manual

IF 325 Preparing Financial Report (500)

IF 330 Preparing Financial Report (500)

IF 332 Preparation of Electricity Bill & Coltcction Procedure
IF 338 Instruction; Scries - 200

IF 340 Plant and Property Accountini:

IF 341 Daily Collection Report Preparation

IF 345 PIiS Audit Procedures

IF 355 Retail Rate Construction

IF 360 Financial Planning and Cash Management
IF 362 Imprest Fund Management

IF 365 Financial Planning and Cash Management
General

IA300 Annual Conlerencc

10300 Field Training (PBS Attachment)

10305 lield Training

10315 Field Training (PBS Attachment)

10330 Field Training (PBS Attachment)

10335 Field Training (PBS Attachment)

Mamij~enicnl

IB 310 PBS Directors Orientation
IB 315 Understanding PBS Policy Instructions
IB 340 Policy Development
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IB 345 Performance Appraisal & Board Development
IM 100 liasic Supervision

IM 105 Management- lls Nature and Scope

IM 106 Onice Management

IMI15 Records Management

IM116 Records Management

IM 145 i'’ersonnel Management

IM 165 Controlling-Measuring Relations

IM 260 Labor and Industrial Relations

IM 265

IM 270 Rlcctricity Act & Rules

IM271 F.lcctricity Act & Rules

IM 272 Hlectricily Act & Rules

IM 275 Training oFTrainers ( TOT)

IM 310 Managing the General Services Department
IM 315 Managing the PBS COM Departnienl

IM 320 Managing the PBS Bngincering Department
IM 325

M 330 7f)fA

IM 340 PBS Policy Instructions

IM 341 PBS Policy Instructions

IM 342 PBS Policy Instructions

IM 343 PBS Policy Instruction Series 200, 300

IM 344 Instructions: 300

IM 345 PBS Bye-Laws, Instructions, L-leclions

IM 355 Performing the Job PTfectively in Ihe Board Room
IM 400 Establishing Good Member Relations

IM 401 listablishing Good Meniher Relations

IM 405 Conducting A Membership Drive

IM 410 Planning and Holding Successful Annual Oetteral Meeting
IM 420 Village Adviser Training

IIU'M (199H,Scpienihcr): J/

Course Outlinesfor Technical Training

Code Course Name

Annual Conferences

TA 310 Annual Conference- AGM (COM)
TA 312 Annual Conference- AGM (ENG)
TA 313 Annual Conference- Junior ling.

69
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( onstrucHon f 'ourscs

TC 015 PBS System Construction & Inspection
TCO016 PBS System Inspection & Construction
TCOI7 Construction & Inspection of PHS System
TCO018 PI3S Il,inc Construction Practiccand Proccdi
TCO0]9 Construction Management

TC 020 PBS System Construction

TC 030 Atlvaticcd Safety and Line Work Practice
TC 080 PBS System Construction Matiagemcnt
TC 100 PI3S Substation Construction for Engineers
TC 110 PBS Substation Contractors Course
TC2I10 Warehouse Management for Engineers

TC 220 Warehouse Management

TC 230 Warehouse Supervision

TC 240 PBS Distribution Line Construction

linginccriii}™ ('ourses

TIL 001 Orientation for Consultant Engineers

TE 002 Orientation for Consultant Inspectors
TEOIO PBS System Design

TE 140 KEB Material Planning & Management
TE 142 Material Planning & Management

TE 144 Material Planning for GM

TE 170 Evaluation of Material Bids

TE 200 Distribution Line Staking Course

TE 203 Distribution Line Design & Staking

TE 300 Losses Study & Power I-'actor Irnprovcnicnt
TE 340 Producing A Sectionalizing Study

TE 350 PBS System Study & Long Range I'lanning
TE 360 Producing A Voltage Drop Study

Lineman ( 'oiirscs

TLOIO Part 1Lineman’s Training Course

TL 020 Part 2 Lineman’s Training Course

TL 030 Part 3 Lineman’s Training Course

TL 035 Part 3 Lineman’s Field’s Course

TL 040 OCR Maintenance & Repair (Pt. 4A)

TI. 042 Transformer Maintenance & Repair (Pt. 4B)
T[,044 Voltage Regulator Maintenance & Repair (P
TL 050 Hot Stick Lineman Pt.I (Equipment Work)

TL. 060 Hot Stick Lineman Pt.2
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TL 070 Tool Maintenance Field Workshop

Opcralion  Muinfou/ncc ( 'ourses

O 010 Introduction to PBS Distnbution System

'10 016 PBS Distribution System Introduction

TO 100 PBS System Operation & Maintenance

TO 150 PBS Distribution System Operation & longinccrinu
TO 220 Maintenance & Repair of OCRs

TO 225 OCR Maintenance & Repair for I'cchnicians

TO 230 Maintenance & Repair ot'Translbnners

TO 232 Transformer Maintenance & Repair for Icclmicians
ro 235 Maintenance & Repair of Voltage Regulators

TO 237 Regulator Maintenance & Repair for Tcclmicians
T()24I Meter Testing

TO 250 Single Phase Meter Testing & Repair

TO 260 Three Phase Meter resting

TO 266 Meter Repair

TO 350 Ilot i-ine Program Monitoring & Adniinistration
T(® 410 Wirekss O|x;ration

TO 420 Wireless set/Line tools Operation and Maintenance
TO 610 Transport Maintenance

TO 620 Management of Transport Maintenance

TO 630 Meter Reading, Bill Collection and Meier Disconnection System
TO 710 Tool Maintenance Workshop

('omumcr IMirin” ( 'ourses

'FW OO0 Basic Consumer Wiring for the ACiM (MS)

TW 015 Basic Consumer Wiring

TW 020 Basic Consumer Wiring for Village Rlcctrician

rw 050 PBS Consumer Wiring Standards

TW 100 Advanced Consumer Wiring for the AGM (MS)

TW 110 Advanced Consumer Wiring

TW 115 Advanced Wiring (Irrigation, Commercial and Industrial Wiring)
' 350 Providing Technical & Advisory Services

rw 720 Field framing for the AGM (MS)

fliEH (199H,August): Table ofConle/Us]
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I*crformancc Appraisal: Managers

Performance Appraisal lor lhc PBS managers is different from those of tlic employees.

Manager’s appraisal is dirccled to two general areas:

A) Accomplishment of specific goals and objectives that judges the manager's
ability.

lij Determination of managerial functions of planning, organizing, directing,
coordinating and controlling as it relates the accomplishnictit of the goals in
key pert'ormance areas.

PBS Maiiaf'cmcnt Appraisal Forms

ROB l'orms 105 and I05A arc used as Performance Appraisal | orms for fMiS (iMs,

DGMs, and AGMs. I'he two fonns arc basically same except the form 105 contains the
additional review and approval scction provided for GMs. Key elements of the two

Appraisal Forms arc the following:

-General Information—stresses importance of performance appraisal interview
appraisal mtcrview and pattern of use.

-Inslruclions—contains general directions regarding the Performance Appraisal
process and how the | orms arc to be completed.

-Dcllnitions—provide definitions of the five management fiinclions.

-Points for Marking -dellnes the meaning of the numerical values | to 5 as
means of maintaining consistency.

-Management of Performance Appraisal—appraisal questions covering the 1lkey
Performance Areas for a PBS.

-Personal Character Appraisal—appraisal questioTis covering 6 jKisonal
characteristics.

-Remarks and Recommendations—final comments by individual completing

the Form with place for signatures. (I'orms 105 contains blanks for signatures of
the PBS li-xecutive Committee who complete the apprai.sal of the (iM).
-Employee’s Signature—a placc for the employee to sign the appraisal and to
confirm that it has been personally discussed with his/her supervisor.

-Review and Approval Pages for Next Higher Authority— aspacc for lliial
remarks and recommendations by the next higher authority.

I RICH (199-4.Ai/~uM): course no. IM 145. lesson 09.sectton 0I-()5]
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Performance largot Agreement (PTA)

Pcri'ormance 'Parget Agreement is another apprais;il inclhod lliat cvaliiales each I'BS
every year. In this ease reward and punishment is given (o all managers and employees.

Otherwise, it is a group evaluation.

Performance Targets Weight |-'actor
Gr.l  Gr.l' Curin

1 System Loss 24 22 28
2 Account Receivable KS 18 25
) Accounts Payable 2 2 2
4 Debt Service Coverage 2 2 —
5 Plant Revenue Ratio "0 0 —
6 Equity Status 0 0 —
7 Recoveiy of Amount Written-off 3 T -
8 Payment of Debt Service Liability 8 S —
9 Annual Load Factor 6 6 4
10 Revenue Per KM of Line 7 7 —
1 7'otal Cost of /Providing Clcctrfc Scrvicc Per KM of Line U) H 6

(I-xcluding Power cost, Depreciation & Amortization

1-xpcnse, interest expenses and Provision for un-colfecdhic

Amount, i.e. 0.5% of sale of electricity)
12 Percentage of 13illing oach Month = 2
13 Annual Growth in Consumers (Serin Pl.) 5 9" " 1
14 Annual Grow'th in KWI Is or MWHs Sold — 6 ik
15 R<:-conncction of Disconticcted Con.sumers 3 3
16 Liquidity Status (Quick Ratio) 0 0 0
/7 laspcclion oJ Disfnhution /./nc (KM) > I 0
18 Maintenance of Distribution Lines (KM) "3 2 0
19 Preventive Maintenance of Transformer & OCR (No) 2 2 2
20 Repair of Damaged Transformer & OCR (No) 3 - 3 3
21 Consumer llour Outage 0 ‘0 0

'folal 100 100 100

/ Uahmiai, Mil. Khalilnr, 2001: &/
PTA Evaluation Principles:

« Within 21 targets, 17 targets have weight faelor and the summation of weight
factor is 100.

 PliSs that achieve 110 points including achievement of System Loss and
Accounts Receivable targets get 15% Bonus on Base Pay.

» PIliSs that achicve 90 or above but below 110 points, including achievement of
System Loss and Accounts Receivable targets get 10% Bonus on Base Pay.
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 PBSs Ihat achicve 70 or above but below 90 points, inclLiding achievement of
System Loss and Accounts Receivable targets get 6% Bonus on liasc Pay.
» PBSs that achieve 70 points or above but fail to achicve the target of System l.oss

and Accounts Keceivable get no bonus and no penalty.
* No bonus and no penalty is also applical)le to the PBSs that achieve 50 andabove

but less than 70 poinls.
» PIliSs |lhat achieve below 50 poinls arc liable for penalty ol' 1% on Base Pay.

/ Rahman, Md. KiwUlur, 2001: Sj

Compctisjifioii: ICinployccs iiiui IVlaruigcrs

Compensation rel'ers to all lbrms ol' pay or rewards going to einployee and manager
arising from their employment. It has two main components—one, (Jin‘ci Jiintncial

payments in the Ibrm of wages and salaries and the other, nidircci payments like benefits

and services (Desslcr, 2002: 396).

Wiiges and Salary

Wages arc frequently refer to the pay of hourly employees, but may also refer to salaries
and bonuses paid. Salaries, on the other hand, when compared to wages, are paid to oilier

than hourly rated employees. Major objectives of wage and salary admimstration plan are

of the followings:

-To acquire qualified personnel through a wage and salary plan that offers

compctitive compcnsalion.
- To retain present employees by providing comp>cti(ivc compensation that will

encourage employees to remain with the organization

- To ensure equity to all employees, both internally and externally.

-To reward designed behavior by providing suitable incentives Ihat recogni/e
desired behavior and reward employees for that behavior—both past and future.

-To control costs incurred by the organization by ensuring that employees arc
neither overpaid nor underpaid.

-'i o comply witli legal regulations and all governmental regulations as required.

Plan outlined in PUS liislnictions 300-17 and 300-18

 The basic Wage and Salary Plan for all I'BS employees is established through
PBSInstruction 300-17, with specific details being provided for (Jrades | to 15.

» PBS Instruction 300-18 provides specific details regarding the pay scale grading
of General Managers.

74
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Instruction 300-17 and 3U0-18 serve as guidelines for the Wage and Salary Plans
for the PBSs, with each individual PIliS having its own unique Wage and Salary
Plan asjointly approved hy the PBS Fioard of Directors and RItB

Basic Fciifiircs of PUS Instruclioii 300-17

rhe Wage and Salary Plan arc based on 16 pay grades with 16 steps in each

grade.
-6 steps ol'llic 16 are below the predetermined “conipclency-level-point”, with the

remaining being above that point.

-The predetermined “compctcncy-Icvel-point" has been eslahlished on the basis
of an employee being fully competent and prolkienl in the assigned duties and
respt)nsibilitics as *)utlincd in the individual position descriptions contained in
Instruction 300-14.

Pay Grades are used together with a point system that ranks each grade on 5 job
factors as below:

-Education—5 levels-5, 10, 15,20,25 points.

-Job Skills—3 levels- 5, 10, 15 points.

-Experience—3 levels- 5, 10, 15 points.

-Complexity— 3 levels- 5, 10, 15 points.

-Number of Fcople Supervised -4 levels- 5, 10, 15, 20.

l-ach post is matched to the total point value based in the 5 factor and is set
against that pay grade.

There are 7 proposed salary patterns developed for use by the PBSs, with the
selected position, etc.

Details regarding aspects of salary and posting and initial pay fixation arc
thoroughly presented in appropriate sections ofthis Instruction.

Payments for employees are based on the results of the annual performance to be
completed in the appropriate REB Forms 105, 105A, 10513 or 105C.

Performance appraisals for all employees are to be completed by 31/12 of each
calendar year, with al appropriate step increases going into effect on the
employee’s anniversary date.

The impact of appraisal ratings (based on a inaximum of average of 5) on the
change in the number of grade steps arc as follows.

-5 results in 3 grades steps,

-4.00-4.99 results in 2 grades steps,

-3.00-3.99 results in Igradesteps,

-1.5-1.99 results in 6 months probation to bring rating to ininiiTumi of 2.0 or be
subjcct to dismissal,

-Rating below 15 results in being subject to immediate dismissal,

IR I'[Mi course no. IM N5, lesson N,scclion 01-061

Bcncnts :iiul Services
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Bcencllts and scrvices represent a vital part ofjust about each employee’s pay; they can be

delmcd as all the indirect linancial and non-finaneial paymenis an eniployee receives for

continuing his or her employment with the organization (flossier, 2002:476). There arc

three major objectives ofbenellts and services:

-'l'o reduce employee turnover.
-To improve employee morale.
-To cnhance employee security.

l.ikc other organizations, I'HSs provide a comprehensive benedt and servicc program for

their employees. These are elaborated as I'ollowing:

PBS Insurance Benefits

a)

b)

c)

Group Insurance
-Made in the event ofdeath and based on employee's ba.se salary.

(Covered in PBS Instructions 300-17 and 300-34).

Workman’s Compensation

-Provided for personnel in hazardous duty positions.

(Covered in PBS Instructions 300-32).

Medical Insurance

-Full medical and surgical coverage provided to employee and his/her family
(Covered in PBS Instructions 300-17),

I’llIS Kmploycc Security licnent.s

a)

b)

Scrvicc Gratuity

-Payable at retirement or time of release- in the event ofdeath the paynienl is
to nominee.

-Based on one month of last base pay for each year of service.

(Totally funded by PBS).

Contributory Provident Fund

-Payable in lump sum at retirement t>r release- death payment is to nominee,
-Based on a contribution of 10% of moiitlily salary by PBS and the employee,
as well as interest.

-l-or a dismissal, only the employee’s contribution is paid with inleresl.
(Covered in PBS Instruction 300-17 and as referenced in PBS Servicc Code).
Benevolent Fund

'Payable in the eveni ofdeath to nominee for an cstahlished number o f years.
-Based on an employee's contribution of a fixed percentage of monlhly salary.
(Not available in all PBSs).

I'aymcnt For | ime Not Worked- PBS

76
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Holiday Pay

W Religious Ilolidays

c)
d)

c)

9)

["aid Lunch I'criods

Itarncd Ixavc (Full Pay)

-Salary is paid at full rate.

-farncd at the rate of | day lor every 11 work days or holidays.

-There is no established maximum numlter that can be accumulated.

-Other leave charged to this category include: disability leave, study leave, ex-
liangladesh leave, and pilgrimage leave.

(May vary I'rom PiiS to IMiS).

learned Leave (Hall'Pay)

-Salary is paid at one half rate.

-l'arncd the same as Larncd Leave at Tull Pay,

-Used When learned Leave at Full Pay is not available- cotiverled at 2-1 year.
- To be used for leave related sick time, deaths, etc.

(May vary from PBS to PBS).

Casual Leave

-Salary is paid at full rale.
-Earned at the rate of 15-20 day/year with no carryover to the next year.

- To be used for leave related to sick time, death, etc.

(May vary from PBS to PE"S).

Maternity Leave

-Advisable to female employees twice during their career.

-Salary is paid at full rale up to 90 days each leave.

-Over and above other Earned leave and is not deducted from other leave
time.

(May var>' from PBS to PBS).

I’BS Employee Services

a)

b)

d)

e)

Medical Allowance
-A fixed monthly medical allowance is provided for employee and family.

Medical Facilities

-I'rovides for provision of medical facilities for eni[)loyce and family.
(Covered by PBS Instruction 300-29),

| lousing Allowances,

-Paid at rate of 40% of base pay if employee does not live in PIliS residential

accommodations.
-For single-occupation apartment in PBS residential accommodations, 5% of

base pay deducted mcmthly with 25% credited towards house rent each month
-For PBS family accommodations, 5% of base pay is deducted monthly for
house rent allowance.

(Covered by PBS Instruction 300-17).

Loan Funds
-Loans available for purchase of a bicycle, motorcycle, and/or motorcar,

I'ravel and Daily Allowances
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-I'or oflicial travel away from assigned posting.

(Covered by 1IMBS Instruclion 300-28).

Personal Use of PIiS Transport

-Provides lor employee use of I'liS transport l'or use and scliool children

transportation-rcquires payment to the PIkS at an assigned rate.
(Covered under I'BS instruction 300-27).

g) Parties and Picnics.

h)
)
j)

Office Newspapers and Magazines.
Annual Reports and Newsletters,
Athletic Team and Competition.

PBS Kmployce Bonuses and Awards

a)

b)

c)

I'cstival Bonuses

- fotal annual anu)unt of bonus is equal (0 two month’s base .salary.
-One month’s salary paid to Muslim employees at I'id-ul-I'itr and |*id-ul-
Azha,

-Paid to other than Muslims in one lump sum at their festival time.

Overtime Paymenls/Tiffin Allowance

-Payments are provided to hourly personnel, nori-supcrvi.sory personnel and
sliift duty personnel for additional time worked beyond the normal workday.
-May be considered by some to be part of organization's wage and salary
plan.

Incentive Honu.ses

-Bonuses are tied to performance of the i"BS with regard to achievement of
i'’erformance Targets established for their individual PBS iinder an annual
agreement cailcd Performance Target Agreement (PTA)

-The same Performance Targets have penalties tied to the I'BS not achieving
the established targets.

('J94 ,Aitixusl®: coursc no. IM 145. lesson 15,sccl/o?i (H-071
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Chapter 6
Governance in Palli Bidyut Samity

Wc have conccived that governance deals with legitimate relationship between slate and
civil socicty— no matter, tlie problem is concerned about institutions at local, national or
otherwise. But legitimacy can be achieved through the use of mechanism of
accountability, transparency, responsiveness, participation etc. So, actual govcrnancc

study demands a locus on normative aspccts of the organi/ation. /Sec: /ievicw of

Relcvanl Lilcratwc/.

In this regard, wc see, Palli (Jidyut Samily (PIliS), by nature, allows mcmber-consumers
to take part in its activities. |lere, transparency and accountability ol'dircetors, managers
and employees arc considered as basic components lor proper management. And,
competence of the personnel in PBS is crucial to ensure better services for the customers.

These features entail a critical examination for understanding lhe(Juality ofgovcrnancc in

PBS.

To do so, in this chapter, | will attempt to analyze incorporating various types of Held
level dala and information from Dhaka Palli Bidyut Samity-1 {DPBS-1). Some data arc
also included from Netrokona Palli Bidyut Samily (NPfiS) and Shcrpur Palli Bidyut

Samily (SPBS) for the purpose of comparisons.

Participation

According to /he Rural h'ectrificalion Board Ordinance, 1977, Palli Bidyut Saniity has
to organize prospective consumers of electricity in to formal or informal groups for the
purpose of execution and management of schemc and providing related ser\iccs. jRI'di,

Ordinance No. /,/ of 19771

According to the preamble of Rural lleclrificalton Hoard /Ar-A/u.v, “RHB will

encourage active participation of all Samity consumer-mcmbers m the affairs of their
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organization to assure maximum bcnclits to lhcmsclves and lo tlic ticvclopirictil of their

comniunilics thereby contributing their pari in the overall development of

3, Rhji Bye-laws (1‘rcamhle), RICH. Ordinance No. L! of1977!

rural

Bangladcsli.”

Participation in Palli liidyut Saniity emanates from the four basic principles of I'BS.
'['hese arc:

1 Free and Voluntary Membership
2. Democratic Member Control — One Vote,
3. Work on the basis of— No Profit.

4. Continuous Member liducation.
(REIi. hUrothtctinn to Rural I'lectrificalion l'undions (IWH, Sejytcmhir): J4 f

Participiitioii of Mcinbcr-Consumcrs

PliS members are designed to take part in various ways. Most iinporlant ol’ them arc
discussed here.

1 C'ustomcr Awareness Program

Apart from RLIJi-PIliS Model liyc-laws, customer awareness has got prime importance in

the PIiS Policy Inslructions as well. It has outlined the following means lo educate PBS

membcr-customers:

-Distributing of Newsletters.
-Conducting Seminar on Safe and elTective use of eleclricity.
-floldmg Co-ordination meeting with different development agencies.
-Arranging liilaka (locality) meeting.

-Selecling and training of the Village advisors

- facilitating Village advisor’s training program

jAnncxliirc-4, R/iS To/icy luslniciion SOO-IDf

In this respcct it is worth mentioning the comment made by Syed Nur-ul Islam, a KEI*

“ Arrangements are in place in all PBS to organize regular motivation meeting
PBS policies

ofllcial;
on important location, issues like procedures for getting conneclion,

practices, necessity of right ol'way clearancc, development of patience with growlh of
system of PIiS, to increase leehng of ownership and protcclmg PBS property, greater

understanding of load shedding comes up in tiic discussion.” /Sycd Nur-nl Islam, 2Df)l:

4-51
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K.M Kabiul Karim, AGM (MS), DPBS-1 who has 17 years of cxpcricncc m many
positions including power use coordinator, member service coordinator and assistant

general manager (member service) in different Palli Hidyut Samitics observes:

“Wc attempt to make our member-customcrs aware in various ways. At the initial stage
in inemhership collection drive, we discuss with the probable customers in a locality
about the PBS system, its goals and objectives, how to be member, rights and duties of
members, major rules and regulations of PBS etc Later, at the energi/ation stage, we
attempt to molivate the people ofclectrified village in issues like safe use of electricity,
regular hill payment and rules ol'punishment for non-payment, PUS Director’s clechon,
criteria ofeligible candidate and voters etc. And in the post-connection stage, whenever a
new I"BS rule is introduced, wc address customers in particular place on particular dale
and time to disseminate the full text of the rule wvitii a view to strengthening their sense of
ownership, Further, we select One Village Adviser m one union and train him up so that
he can suggest customers for immediate solution of their problems.” jK.M Ifnhiul Kanm,

AGM(MS). nr/iS-1, Tape: 10H (00:01-30:1S) |

When asked if there was any annual plan for customer awareness program and if st).
whether that was followed regularly in DPBS-I, Rabiul Karim said with perplexity, “Wc
have outlined customer aw'areness programs for each month. But Dhaka PBS-1 is a large
Palli Bidyut Saminty with huge customer at about 1,76,000 under six zonal areas. So with
the existing man ix)wer, sometimes we fail to do .o properly.” /K.M Rahnil Karmt. A (iM

(MS). DPIiS-1, Tape: |Oli (00:01-30: H)I

In answering the above question, Md. Abu ‘faher. Power Use Coordinator, MS Division,
Netrokona PBS and Zakia Kamrun Nahar, AGM (MS), Sherpur PBS expressed similar
views. Although they failed to provide a copy of current annual program of their
department, both Tahcr and Nahar wanted to make link between (he Performance Target
Agreement (PfA) and Annual Program, 'fhis situation indicates that after the

introduction of Performance Target Agreement (PTA) in PRSs, Annual Programs has got
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secondary altcnlion bccausc the later one is not inandator>' and was not incorporated into

PTA.

jMd. Ahii Tahcr, r<nvcr Use Coordinalor, MS Division, Nclrokomi [|’lIS, Tape: (I'M
(OH:(U)-25:32)j

I'’Zukia Kamnm hhiluir, AAM (MS), Sherptir PJiS. Tape: O'li ((H):01-2H:37) Dlli-ail
(00:01-01:57)1

However, to ovcrcoine current problems of customer awareness m PBSs, the Public
Undertaking Committee of .latio Sanyshod (Nalional Assembly of Banyladesii) lias taken
some steps, such as, there should be held at least two motivation meetings with the local
community at large including distinguished personalities, elected representatives,

teachers of schools/colleges/ madrasas and village advisors of PBS. jUEH Hkcchlive

Onkr, Rcj: No. RUHC:}: LO2-2(m. 104! Date: 11 1} 20031

2. IMJS Election

PBS election is a vital means for member participation In PBS aclivities ni that it is a
mechanism for transmitting views of customers through their representatives m the PBS
Board. According to the RBIi-PBS Model Byc-laws, PBS members- grouped in lilaka
(locality)- are entitled to elect one Director from each locality not exceeding lllken (LS
Directors In total. Il says,” A Director shall be elected lor a term ofthree (3) years,
PROVIDRD THAT in the lIrst election one third (1/3) of the totalnumberof Directors
named in the application for registration documents shall stand for election,"

jlilili- I'liS Mode! Hvi’-laws (lasi Jicvtscd: il -0!-1995), Artidc Illl, ScvUon 2, p. /.?/
liowever, according to a recent amendment to the RIIB/PBS Byc-laws, members of each

13laka will elcct one representative as PBS Board Director for 5 years. RI'H Scviriiiry (H:

S: -J61) 2003 V9 Date: 21 09 20031

Recent Byc-election (at Kalyakoyer):

a) Number ofCandidates: 02
b) Total Number of Voters in the Voter List: 3675
c) Total Number Vole Casting; 1876

d) Name of the two Candidates who contested in the election and the luiniber
of votes thev received:
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No. Name of Candidate Total Vole rcccived
o1 Bircsh Chandra Sarkar 1553
02 Shamscdur Rahman 323

j Data Source: Kh-i Ruhiul Karim, AOM, Member Scrvicc, DPUS-1]j

During the hyc-clcclion at Kalyakoycr held on 26" Dccecmbcer 2003, both Bircsh Cliandra
Sarkar (Symbol; Hulb) and Shamscdur Rahman (Symbol: h'an), the contesting candidates,
and their agents expressed their satisfaction about the arrangemcnt.s of election Some
voters were observed happiness after casting their vote in free and lair environment. In
this way, when asked why so many nomination papers had been cancelcd that year in the
three other Clakas thereby the ineimibcnts were selceled to hold office for Ibe nexi term
for 5 years, Md. Na/rul islam, (he returning officer of the DPBS-I lilcction/2003 said,
“the candidates were scnilini/led on the basis of 1l parameters such as, no moral
deviation, no bill delaiilter, no allegation on olcctricity pilferage, right signature in the
nomination form etc.” In answer to another question, Mr. Islam expressed that he had
conducted PBS elections for about 10 years. He faced no unwanted situatiosi in those
elections. jPIiS Director 'vHlcclion at Kaliakayor Tliaria HQ, Presiding OJitccrs, Pffliiy®

Injection (fommisMoncr, One Candilate d-Ext! Voters, Tape: (N/t ()):()/-07:25}

But in contrast, Khorshed Alam, a disqualified nomination submiller, referring lo the
latest circular on the clcction/2003 alleged, “ Election commissions arc advised to be
libera! in scrutinizing nomination papers when minor defects are found with a view lo
make the member-euslomers of PHSs election-oriented. In that circular, election areas
revised and tenure of a director would be 5 years instead of 3 year's term from these
elections. The DI*BS-I election commission scheduled elections lo be hold in 3 areas for
5 years term and 1 area for |-ycar term through bye-elcction. We suspect that the
incunibenl directors of the 3 areas those who arc wanted to retain their positions
unconlestcd had collaborated the election commission and ingh officials of DI'BS-l and
REB. Thafs why wc attempt lo draw the attention of the Court [0 bring justice to these

anomalies” .
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Sydur Rahman, another candidate whose nomination pa(x:r was rcjcctcd in the scrutiny
said, “ Last tcnn, [ submitted noininalion paper and conlcstcd the election. 1his term,
when | hoard my nomination paper had been rejected, 1verbally wanletl to know the
cause behind the rejection from the peoples of election coininission. When they did not
respond, | wrote an application to have the proper reason. Rvcn when the commission did
not reply this time, | asked the authority in a form of legal notice addinii; court fees. And
when they did not bother any ofniy appeals, | finally went to the Court to excrcisc my

right to know.”

jAnnual (leiieral Meeting' (wukr injunction by the Cowf), DI/SS-1 HO,
()} 0}'2004. Cross Scctinn of Ofjfiaals, /)t\fnmllecl N'ilioners for Hi®ih i'ourl
IniuncHon, O5H (16:33-31:42) 06A (()():(014}9:0i)) 0&/1 (24:57-3!3H) {6A-n<i

(00:01-05:36)1

And following their appeal, the High Court made an injunction over the mceling up to
04./0])/2004 that affected the 22" Annual General Meeting ofDPI1JS-I scheduled to be
held on P' January' 2004. It was an unprecedented event in the history of DPBS-1 since

its inception in 1983.

3. rits Annu»l (icncral Meeting

Annual general meeting is another forum for the ordinary member-consumer to take part
in the afTairs of PUS. The RLiB-PLJS Model liye-laws says, “ The first annual meeting o('
the Samity members shall be held within eighteen (18) months after the Snmity has been
formally or commercially energized {whichever is earlier) and annually thereafter in the
month o f................... at such place within the operating area of the Samity as selected by
the meeting. I'he Samity Board, by resolution, shall be allowed to set the annua! meeting
date in the one month preceding or in the one month succeeding the month designated
above. It shall also be the responsibility ol'the Samity Board to make adct|uale plans and
preparations of the annual forfeilure or dissolution ofthe Siwrwly."/Rh!i-I'BS Model Hyc-

laws (lasi Revised: 11-01-1995), Arlicie VH, Scction /, p. 1]

| Icre arc some of my observations of the 22"*annual general meeting of DPHS-I that was

held at last on 0" January 2004:
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a) The dale ol'thc meeting was announced in national dailies ofthat vcr>' day, i e. lhe
IO™ January 2004. As a result, the gathering of tneinhers ni (his Annual (icneral
Meeting was ver>' poor. Only 676 inemher-consuincrs enrolled llieir iiaine,

b) The nieclmg eonlnuicd alxnil only one hour and a half.

e) In the nieelitig, al llrst, Md. Sarwar Ilossian, general inanagei of DIMiS-|
addressed the aiidienee. Later, Md. Nazrul Islam, the relurnmg olTieer ol'llie jiisl
concluded elections, oH'icially declared the results oCthe elected candidates and
the iluration of then' term, I-inally, the president read out the answers that were
previously submilled lor the '‘Oue.slion llour Session’.

IAnimal (icncra! Mcdiny,, P I’lIS-1 11Q, 10012004, (‘mss Scciton of('onsuntcrs ¢ I'HS
Officials, tape: O0OH (2S:M-3!:20) 07A (00:01-IS.-IS)I

Recent Annual General Meeting;

0) Number ol' Participants (mcniber-consunicrs)

enrolled in the meeting; 676
0 Number of Questions for “Question }lour Session”: 03
g) Number of Consumers who won (he lottery by Category:

Domestic &. Others 21
Commercial 05
Small Industries 03
l.argc Industries 02
Irrigation 03
llighesl Bill Payers 03
Registration 10
'I'otaN 47

fDala Sourer: K.M Uahiu! Karim, A(iM. Mcmhcr Service, D I'HS-1]j

In an inlerview, showing a copy of his ques(ions lor (he Quesdon Ilour Session, Md.
Sclim, Manager oT Deep Tube Well Irrigation Scheme oT Dhamrai, who had been taking
part ni DPIiS-1 annual general meetings lbr years together, (tbserved that Ihc auiborily
had much opportunity to put aside the embarrassing questions since they never allowed
open questions in the meeting. (Md. Sciim, Manager ofDeep luhc well Irn~alum
Scheme, Dhumrai, Tape: 06H (N:21-2<S:30)f. Althougli K.M Kabiul Karim, ACiM,
Member Service Division of DPI3S-I denied this view, we cannot disagree with Md.
Selim's argument when we see only 03 (three) questions (!) were sclcctcd to answer in

the “Question Hour Session" in the 22"" annual general meeting. However, the other
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activity, that is, presenting the best consumers through a lottery system was really a

convincing event.

Despite pitfalls mentioned above, mcmbcr-consumers ol’ IMIS were seen in taking part in
various stages of system inslailation and maintenance with fLin vigor and much

enthusiasm. Some of these arc:

| Consumers allow their lands to dig pole and to cut trees to make aright of way for
elcctric wire amid less controversy with a view to contributing for Ihc greater

interest of Ihc community,

2. Consumers come forward in making vigilance-teains to protcct illegal connection
and stealing of electrical ccjuipments such as transformers, cabics and so on

3. Consumers congregate in unison be it tlie village encrgi/ation meeting or
consumer meeting for safe use of electricity or an event like (he first operation of

a transformer on a pole in their area.
4. Consumers eager to elect their own candidate as Director to have a stake at PP.S

lioard level for the benefit their locality.
fDirccl Ohscrvalioiis ofacfivi/ies in DPBS-/, Ndrokonu |'/iSii/nisticr/i>nr PUS/

Piirlicipntion of TIIS lirccf<>rs lJiiid Ljidy Advisors

PBS directors arc elected persons who arc bonafide inembers of the Samity aged between
thirty (30) and seventy (70) and have passed S.S.C or equivalent from any recognized
School/Board/University as well as bonallde resident of those |Hakas for which they
represent. Hut lady advisors are nominated members of PI"S Board who have the same
gualifications exccpt the age not exciding fifty (30). I'hey arc ap[)oinled from the
womenfolk to address the views, concerns and desires of the female members of Saniily.
The lady advisors have no voting right on any question to the [*oard. However, PBS

directors and lady advisors take part m various formal and informal activities ofPBS

I. Officc Bearing

According to the RBH-PBS Model liye-laws, some I'BS Directors have to hold ol'ficial
positions on voluntary basis. These are a post of president, vice-president, secretary' and
treasurer, fhcsc arc filled up by secrct ballots cach year by the Samity Board Members at

the meeting of Samity Board that holds immediately after the closing the annual general
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mccling at which (he results ol* the cicction of the Directors is announced. Some ol'the

activities that arc perfornied by the ofllce bearers are elaborated below:

a) The President or the Vice-president (in absence ol'President) shall:

1) He the principal executive olTicer of the Samily and unless

2)

otherwise determined by the members or the Sainily Board, shall
preside at all meetings of the members and Samily Hoard,

Sign, with the Secretary, certillcates of membership, the issue ol'
which shall have been authorized by tfie Samily Hoard or the
Samity members, and may sign any deed, mortgage, deed ol'
trust, note, bond, contract or other instruments authorized by the
Sainily Hoard to be executed, except in case in which the signing
and execution lhereof' shall be expressly reserved lo the Rural
lilectrilicatiot) Hoard or dclcgaled by the Samilv Hoard or hy the
Hye-Law lo some other onice bearer or agenli(s) of the Sainity,
or shall be required hy law to be otherwise signed or executed:

b) The Secretary shall be responsible lor;
1) Keeping the minutes of the meetings of the members and of the

2)

3)

4)

Samity Hoard in one (1) or more books provided lor that purpose
and kept stored in a secured llle within the atlminisirative ollice
ofthe Samily;

Ascertaining that all notices arc duly given in accordance with
the Byc-l.avvs or as may be required by national laws:

The safe keeping of the accounts, records and the seal of the
Samity and affixing the seal ofthe Samity lo all ceriificatcs of
membership prior to the issuance thereof and to all documents,
the execution of which on behalf of Ihe Samity under its seal is
duly authorized in accordance with Ihe provisions ofHye-l.aws:
Signing, with the I'resident, eerlilicalcs ol' membership the
issuance of which shall liave been authorized by the Samily
Hoard,;

c) The 'froasurer shall be responsible for:
1) Assuring proper reccipt and accounting of all funds and

2)

Securities of the Samity;
Assuring the proper receipt of and the issuance of receipts for all
take due and payable to Ihe Samity in such bank or banks as shall
be selected by the Samity Hoard in accordance with the Policies,
guidelines and directives lo be issued by Rural Filcclrirication
Hoard from time to lime,

IRh:ii-rHS Model live-laws (last Revised: 11-01-1995), Articic X. Section 4, 5. 6

7, p. 23-24j
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As oiricc bearers, Ihc cxcculive body of' Samity Board has lo lake [lart in contracting
agreements with Rural lilcclrirication [3oard (RLvI?). In lliis regard, Ka/i lluniayun Kabir,
President and Dircclor, DPBS-I, expressed his feelings as Collowing. “ Wlicnever we, the
executive body, come in coniact with RF'B for any matter of concern, we raise our
arguments based on reasons and experience from grass roots level. As lor example, when
we met RI:B officials with a view lo contracting Performance rargct Agreement or P 1A,
we categorically analyzed pcrlbrinance targets of the previous year and proposed
reasonable targets ft)r the next year. As result of the arguments and counter argiimenls,
we and the Rili authority came in lo an agreement for new PTA for the next year.”

llionaywi Kabir, I'rcsidoil and Director, PP/iS-1, Tape: OMi (09:37-26:37)f

It was observed in DPBS-I, the President of the Samity Board used to [)reside over the
meetings with delegates from local and foreign alike. Again, Ka/.i lluinayun Kabir,
President and Director, DI'BS-I, said about his experience of a recent meeting with
delegates from SAARC countries as such, “on behalf of Samily 1 presided over the
meeting and exchanged views with the representatives from India, Sri i.anka, Nepal and
Bhutan. They were moved at seeing the high performance of Dhaka Palli Bidyut Samity-
1 particularly of reducing system loss and rate of l)ill collection projected as VIl a
(tiance' on the screen. The delegates expressed their deep interest in learning from Dhaka

PBS-1.”

jKaz! Nuniavhn Kahir, }rcsiticiU and Director, DrHS-L Tape: O3H (()3:37-2(k37)j
li-drct™ners' Visil at DPHS-I, Delegates of liu/ia, Sri Lanka, lilu/lau and iVcpal, Tape:
02A (00:01-30:3H) 02H (00:01-13:39)/

2. PBS Hoard Mcctin}»

One of the most crucial participating forums for Directors and Lady Advisors is PBS
Monthly Board Meeting. According to the REB-PBS Model Bye-laws. ™A regular
meeting of the Samity E3oard shall also be held monthly at the principal office of the
Samity Board and on such day of the month and at such lime of the day deterinmed by
the Samily Board from time to tiine. Such regular monthly meetings may be held without
notice other than such resolution fixing the date and time thereof" jKI"H-I'HS Model Hye-

luw.s (last Revised: 11-01-1995), Article IX, Section | p 201
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In DIMNiS-1, this Hoard Meeting is generally held at 11.00 a.;n, on itic (htrdSundayof

cacli month. Below arc some ol'my observations ol’ such a meeting in DI'S-I:

a) Meeting started on time. All Directors and Lady Advisors exccpt one were
prc.senl. 'I'ne president of the samity presided over the meeting,
b) Some reports were presented to the bi)ard. riiese are;(icncrai Manager's

report; Executive Hngineer's monthly progress report and. Retainer
r>igineer’s monthly report.

e) |he directors discusscd financial and statistical rejiorts.

d) All most all directors were engaged in a debate over allocation of mileage
among dilTcrenl areas and pnorily setting for (he under conslruelion line
extension project. The General Manager and the lixeciiiive I-'ngmeer
explained the whole matter, i'inally, the directors came to an agreement
and took decisions all and sundry.

c) 'I'he directors showed democratic norms diiring the meeting

(Mon/li/y Samity Hoar) Akcfiiit, DI'liS-/ HQ, Dtrcdors, aly Alisors, (iencral
Manaf~cr, Deputv (Iciicntl Maiui®ers, Assistanf (k'/wnil Attiiu//crs, Tajic: 0O!'A (00:01-
31:47) O'H (00:01-16:30)1

During the year 2003, the Directors of DPF3S-1 took 73 (Seventy Three) Decisions on

dtlTcrenl issues presented lo Monthly Board Mectmgs. The categories oT these decisions

are the following;

| ender Approval and Work Order

S.T.D Account Opening in Banks

Dividends Adjustment under Share Kquity ofMymensmg FowerStation Phase-3

I’ower Connection after l.ine Construclion

Appointment and Renewal Appointment of MeterReaders/I'll IMessengers on

Contract Basis

Approval ol‘Annual I'erl'ormancc livaluation made by (iM

Approval of renting llouse for Complain Center

Approval of Renewal of Medical Retainer on Contract Basis

Sub-Station Insurance Agreement Done

10. Ante Dated Approval for Work Orders of Urgent Maintenance of L.incs in Natural
Disaster AlTccted Areas

11. Transfornier Installation to meet Overload Problem

12. Date rixation for Annual General Meeting

13. Others

-Uaj) Pilgrims olTimployees

-Construction of Prayer Room

-Construction ofPBS House iJuilding

-Medical Attendance Fees for l:mployees

s Wb R

©®~N o
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-Approval of'Earn Leave lor Medical Trcalmcnt
-I’casihility Study of House Mold Customers according lo Serial Number of

Application

jSmnmury ofMimUcs i>fRc'f*ular M oiiflily Mcc/iny,\ o/ Dluiku 1'HS-I, No.2N U>No. 305]j

1 this regard, Md. Wakilur Rahman, Director and Ibrmer I'rcsidenl, DI'BS-I said, “ We
take decision on the basis of the guidelines made by RLiB. Wc cannot take all decisions.
Some ofthe issues discussod in the Board arc sent to Rf-B as proposals Ibr linal approval.
Some limes this cieates problem. 1lhe speed ol‘construction work may be hampered when
the approval lor purchase of materials delays. On the other hand, our PBS makes profit
TK. 50-60 crores every year. But when wc directors attempt to reduce rate of elecinc
power, RI"B does not pay heed to the matter. Again, when PBS Board recommends any
appeal to compensate a victim other than PBS employee during construction work, RL!i*
always rcjccts this view. What | would like to say, as the consumer growth under Dhaka
Palli Bidyut Samily-I is very high, and as our PBS is financially sound, such powers for
decisions sliould be delegated lo the PIliS Board." /A/f/. W akilur Rdlinuin, Hoard of

Director, I)m S -1. Tape: 02H (1S:23-3J:40) 03A (00:01-17:12) 06H (00:01-14:20}I

Another factor that alfccts PBS decision-making is the power of allocation of clcctnc
lines or mileage by the respective Members of National Parliament. It was observed in
the PfiS Board Meeting, some directors felt helpless when they saw ihcir own localities
were being deprived of electric lines then or near future althougli those proposed villages
had passed all conditions including revenue coverage. However, the Board of Directors
here are fortunate enough to take decision for constructing additional lines almost every
year with DPBS-I’s own fund without any political interference, j Monthly Smutty Hoard
Meeting, H(J, Directors. Lady Advisors, (lcncral Mamt~cr, Deputy (lciirro/

Manai~crs, Assistant (jeiicral\/anagcrs. Tape: 01A (00:01-31:47} 0!'H (00:01-16:30)]j

It is worth mentioning that the l.ady Advisors can take part in the discussions regarding
policy matters although they have no voting rights. In an interview, .lalian-ara llaque and
Iwo other Lady Advisors of DPBS-1, said, “We have pains m our mind regarding the
voting jx*wer. In many occasions, we have raised demand for our voting right in PBS

Board Meetings. RHIi authority always denied. Whereas, wc see, women representatives
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arc allowed to lake part fully in decision makiny in local governments.” j.laliaiiHira
Uuquc, Mrs. Hi>keya Ihiquc (4 Ucua l.<uty AdvisDr.s, DI*HS-I. Tape: Olli (16:31)-

30:. W)l

3. System KntrjNization

The lioard of Directors and l.ady Advisors lake part not only in policy-making, but
sometimes their participation in policy implementation is considered vci> crucial in I'HS.
Here below is a list of major responsibilities ol'Board of Directors and Lady Advisors
along with various authorities from REi3 and i’MS lor iniplcmentalion in c)rdcr to ensure

the prcliniinar>' system development ofall new I'alli Bidyut Samily:

1 Secure temporary ofHcc accommodations: procure minimum basic ofTicc
equipment and furniture; Request Allocation of operating fund

2. Establish 13oard Meeting Schedules, |Joard Standing Committee; Selcct banks for
membership and general fund deposits.

3. Complete Basic Line Design and prepare Key Map for RI'IB Apiiroval,

4. Conduct Membership Drive based on Approved Key Map; I'stablish membership
records by serial number and claka (locality),

5. Fistablish area for construction |)rioritics.

(= [I'slablisli plans and methods necessary to verify industrial applications, ticc nulls,
irrigation pump locations, etc.

7. Adopt Retail Rate Schedule.

fistablish billmg procedures, mcter-rcading routes.

A(.lop[ PMS Service (‘ode, IMkS Rules and Rer.ulatums ;mkl 1'US I'Inplovec

> 0

C'onduct Code.
10. Test I'liergize sub-.station and lines, take over completed construction-being PBS

o[)cralion.
JREH: rjiS i’olicy 300-J0 (Aiinc.xi/c-1), Reviston Date: 31 10 IWGj

Transparency

Hvcry PBS is managed by various rules and regulations, further, almost all major
activities in a PBS arc recorded and evaluated. These official documents and reports are
supposed to be known to all the stakeholders conccrncd. Hero below we first attempt to
delineate the official methods of transparency of PBS activities and later, examine the

clTcctiveness of these methods.
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Methods of I'ranspjircncy

< Manuals and Policy Instructions

The daily operation ot'I'BS is well documented in the respective PBS Manual and
in the general Policy Instruction Series. PBS tnanagcnicnl lias lo follow the rules
and all conccrned such as consumers, the Board of Directors, managers and
employees of PBS, and the Rural niectriflcalion Board know regulations of
Manual and Instructions The KIiB-PBS Model Bye-l-aws consists of lhe
following articles;

a) Article I- Name and Organization

b) Article II- Purpose

c) Article IlI- Place ofBusincss

d) Article IV-Principal Office

e) Article V- Membership Office

f) Article VI- flights and Liabilities of Members
g) Article VII- Meeting of Members

li) Arlicle VIII- SajTiily fioard

i) Article IX- Meetings of'fhc Samity fioard

i) Article X- Office Bearers

k) Article XI- Non-Profit Operation

I) Articic XII- Financial 'fransactions 448774
m) Article XIII- Miscellaneous

n) Article XIV-Seal

0) Articic XV-Amendments

p) Article XVI- Interpretations

On the other hand, the Policy Instruction Manual regarding PBS consists of the following
series;

Policy Series Subject Number of Polices
PBS Instruction 100  I'nginecring and Materials 57
PBS Instruction 200  I'inance 31
PBS Instruction 300  PBS IX'velopment and Training 59
Korm-550

In the prescribed | orm-550, the PBS management presents details of its financial
and statistical report to |he Hoard of Directors every nionlli. flic foitn contains
information under the following headings:

a) Statement of Revenue and I-!xpcnses.

b) Accounts Aging of Consumer Receivable-Hleclric,

c) Balancc Sheet.
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d) Consumer Sales and Revenue Data.

e) f-ncrgy and Demand f)ata as per liilling Meter.

0 Plant and Consumer Data.

g) Aging of Accounts Payable.

li) 1In-Collecliblcs Written O ff Recovered and Percentage of Recovery.
lIhihif) (2001: S)I

Later the Rural Electrification Board publishes the summary of liie I-orm-350 in
montlily Management Information System (MIS) report (lia( is made available to all
concerned agencies.

Monitorinji Reports

Major RFili Directorates like Management Operations, Ollice System (finance).
System Operation and other relevant ol'Hces regularly n)onilor the aclivilies of
i'BSs and report in prescribed forms. ‘I'hese reports rcllect informalton about all
Key Performance Areas (KPA) of a PHS.

lliuhih (2001: <)

jVlana”~cmcnt and Operations audit reports

fhe RHIJ high officials conduct Management and Operations Audit in the PBS
every alternalive year. This audit covers all aspr....... ctiuo

to thorough check up of the utility in a routine manner. Reports are published
subsequently for the concerned agencies. The Management and Operations Audit
Report contains the following information;

a) Management Function (Check List) that includes Planning, Organizing,
I.Nirccting, Coordinating, Controlling, Training, Tariff, Oeneral Services
Department and Member Service Department.

b) Construction, Operation & Maintenance Department (Clieck List) that
includes i.ine Inspection and Right O ff Way, Work Order Procedures, Work
Platming and Complain Attendance, Delegation ol' Duties, Safety Practice.
Stock of Tools and Tools Maintenance, Policy Instructions, Manpower and
Training, P'fA farget Achievemenl, Meter Testing aiul Repairing Facililics,
Workshop facilities, and Substation.

¢) linance, Accountitig & Billing Department (Check List).

d) PBS Loans & Audit (Chock List) that includes Policy Instiuciioiis and Audit
Recommendations, Budgetary Control, and Loan and Lund Interest
lliuhih (2001: H}I

Tinancial Audit reports

A PBS's financial activities are audited by two agencies, fhe Loan and Audit
Dircclorate of RI'B conducts one, and an independent Charter Accounting finn
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conducts the other. Both the reports arc presciitcd to the bodies like Rfili lioard,
PBS Board of Directors and Donor Agcncies.
IHahih (2001:

Annual Kcports

I hc PBS management presents an Annual Report to the consiinier-rnembers in the
Annual General Meeting every year. This report generally contains the follovvuig
areas:

a) Up lo Date Basic Data ahoul I'BS

b) l'inancial Statement

c) Balance sheet

d) Progress of PBS Activities

e) Introducing the Board of Directors

0 Introducing the Managemenl

g) rips ol'Safe Use of Electricity lo the Consumers
h) Other lin(X>ttanl Issues.

rcrformancc larfjct Agreement Report

fhe Performance 'l'argct Agreement Report is a yearly statement produced by KI-Ji. It
consists of the following conlenLs

a)
b)
c)
d)
c)
0

9)
h)

Program Schedule

Performance i'argel I'ixation

Perfoniiance Calculation I'ormulae

Basis for System l.oss & Accounts Receivable l'arget Fixation
Informalion of Different PI"Ss

Rases for Fixation of Other I'argels

lircak-evcn Summary'

Historical Record of PI'A

Management Information System Report

Management Information System (MIS) Statement is a publication of the Finance
Directorate of RGB. Il conlains the PBS-wise monthly statistical Hgurcs on the following

items;

a)
b)
c)

Date ofCoinincrcial Operalion (Age-ycar)
Number of Village lilectrified (Cumulative this Month)
Kilomclcr of Fines Mncrgized (Cumulative this Month)
Percentage of System Loss {12 month average this Mt>nth)
Percentage ofCollcction (12 month average this Month)
Percentage of Billed of Current Consumers (this Month)
Number ofConsumers Disconnected (Total lo dale)
Scp/ices Connected up to this Month ( This Month only)
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) Domestic

1)) Commercial
1) Irrigation
V) Industrial

V) St. Light
\)) Tola!

i) Amount liillod (12 month average)
]) Total Kcccivahic Amount (Number of month receivable)
k) Cost of Power I'urcliascd (12 month average this nionlii)
) Amount ol'Bill Paid by PBS to BPDB (this month)
m) Subsidy from Government
) Kequired by I*BS cumulative up to this month
1)) Received by PIiS cumulative up to this month

< Bimonthly PUS Bulletin

REB has been publishing their bimonthly news bulletin “ Palli Bidynt Sliongbad Bichitra”
since its inception. The Bulletin generally contains the following news;

a) Success and failure of Rural Electrification Program

b) Inauguration of New P["S

c) Visits of PBSs and Installations by the Distinguish I'crsons
d) Annual General Meeting of PBSs

< Monthly Meeting Minutes

The monthly meeting minute of DPBS-1 usually consists of the following items:

a) Date, time and place of meeting
b) Name of the Directors/Lady Advisors and others presented in the meeting

c) Agendas of the meeting
d) Abstracts of monthly reports submitted by treasurer of the Board, executive

engineer, retainer engineer etc.
e) Specific decisions by the PBS Board
0 Specillc proposals for approval from REB authority
g) Signature of the President and Secretary of PBS Board
In this regard, Ahsan Habib, Executive Director, REB, observes that the ‘Question &
Answer Session’ in Annual General Meeting, Public Meetings on the occasion of some
ceremonies, consumer education program, visits by external delegates, seminars and

symposiums should also be considered as methods to ensure transparency for a any PBS

| Habib (200!: 8)j
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In similar tone with Ahsan Habib, Md. Wahiduzzaman, ACjM (GS), has
expressed that there is nothing "secret' in PBS, the ol'lleer writes even the Annual
I"erformance Appraisal ol’an employee in his/her presence. /A/</. Withuluzzuniar., AliM

(0S), DPBS-I. Tape: 151} (13:57-31:31) N Ji {§6:00-27:-I12} 141Uul(U):(}-U2:0 1)l

In this rcspect, Kazi llumayiin Kabir, President and Director, DPfiS-I, viewed, “all
management activities of Dhaka Palli Bidyut Samity-l are transparent to the PBS iioard.
We can see I'orm-550, FDRs, Balance Sheets and Reports. In fact the (JM can do nothinj;
without tlie prior knowledge of the PBS iioard.” jKazt Humayun Kahir. |’rcsulcnl um!

Dircdor. D I'liS-/, Tape: 03B (09:37-26:37)1

But the News Reporters of National Dailies at Savar and Dhamrai areas differed about
the opcnne.ss of the activities of DPBS-i, In their words, “We arc rarely invited other
than the Annual Cieneral Meetings or the big events like this. There is nho monthly ‘ News
firielmg" in practice. Whenever we are invited, they keep us only silent spectators " hiroz

Mahmud, Kazi Mahhuhjaniincc Sarkcr A Miztwr Rahman, Local Ninvs Reporters of

Jijferciil National Dailies, Savar and Dhamrai areas. Tape: 06A (1-1:51-2~:5(=}

However, during this study, various government organizations like BRDB and District
Administration were observed to come in contact with DPBS-I. 36 delegates visited
DPBS-I from I'cbruaiy 20" to August 22" of 2003. Most of the delegates were from
foreign countries like USA, Germany, Netherlands, India, Zambia and organization like
Word Bank and USAID jDhaka Palli liidvul Sainilv-J l'isit Hook, 2("03j In one occasion
with the delegates from SAARC countries, tlie President and (JM aiul other oflicials
DPBS-1 were found smartly answering the questions they encountered jToret™ners' l'lsil
at nrilS-J, Delegates of India, Sri Lanka, BhtHan and Nepal. 02A (00:0}-30:3S} 02B
(00:01-13:39)1.

97
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Accountability

In chaplcr two, wc have already defined accountabilily as (he cxistcnce of mechanism,
which ensures that both officials and employees of PBS are answerable to the appropriate
authorities. In PBS, these aiithonties lie at three levels viz. Board of Directors,
Management and KHB. | or the purpose of studymg good governance, in this section, wc
will attempt to examine how far the mechanism of authority relationship between PBS
Board and Management is smooth, how much pragmatic is the arrangcincnl of delegation

ofauthority by CM and AGMs; and how far the control or oversight mechanism by RP'li

over PBS is ctTcctive'.A

Boiird of Directors Level Accountability

In a PBS, the Board of Directors or the representatives of consuiner-membcrs perrorms
like a parliament and the General Manager and his fellow A.ssistant Managers of different
divisions play the role of executive of a government. On behalf of the Management,
primarily the GM is accountable to the Board for implementing the tasks those are
assigned for him in his Job Description (fhe responsibilities of (iM have already been

discussed in the chapter four).

(rraph 1

Attitude of tlie Board of Directors towards
PBS Management in DPBS-1

ISourcc: hidd Survey Datafrom DPBS-!j
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According to llic RBB-I'liS Model Byclaws and its siibsct|iiciit amcndrncnls, Samity
fk)ard ncilhcr appoints nor susficnds or removes or appraises the (iM. Such powers arc
absolutely lies with the KHB. Consequently, I'hc GM’s ultimate accountability goes to
RBIlI However, the GM has to submit reports to the Board in the monthly Board Meeting
or any Special Meeting so that the later can discuss, decide or send proposals to Kl " lor

approval about any policy matter.

In this regard, Kazi llumayun Kabir, i'rcsident and Director, f)I'BS-I, opines, “'lhe
management is always accountable to the Board. GM cannol do anything without the
consent of the PBS Board. lie even has to seek signature ol'tlic President or llic Secretary
of Samity in issuing a bank cheque worth more that I'K. 1{)0,(XK) (One L.akh taka)”, jKaz!
llu/nayiin Kahir, Prc.sii/ciil and Dircclor. DP/iS-I, Tape: OJVi (09:37-26:37)]j

Craph 2

In this connection, Md. Wahidu/zaman, AGM (GS), 1)I'BS-l. ob.”erves, “Sometimes
Samity Board attempts to review the annual performance of an assistant gcnenji manager
appraised by the CiM. In this way, the Board can check the power of ('iM" IKKI.
Walnduzzaimm, A(iM (CrS). DrBS-1, Tape: I5B f/3:5H-3I:3Nj NH (I0:)(>-27:42) Nli-

ad ((1):01~02:0NL.

The accountability of management to the ['BS Board can also be analyzed by looking it

in to the atlilude of one group towards the other. The Graph | and (irnph 2 exhibit the
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attitude of 14 directors and 9 managers ofDPHS-| responding to the question “How
cooperative is the hoard-inanagement relationship in DPBS-T™ on a IO-point scale. Most
of the directors (12 of them point more than 8) and managers (7 of them point more than
6) view that tlie relationship is harmonious. 'I'his is a rcilcction of the opinion of Kazi
llumayun Kahir, President and [director, DI'l1JS-I, as he said, ‘‘unhke many other PUSs,
the Board and Management Relationship in this PHS is far more better, smootli and

functional " /Kazi llumayun Kuhtr. I’rcsiik’nl mul Dtn'dor, D/’HS-/, Tape: OMi ((y=>:37-

26:37)1.

Manjimemcnt Level AccoHntal)ility

In the management of a PHS, the General Manager is the Chief ILxecutive Officer (CPX)).
He delegates his powers to the heads of live functional divisions vi/.. Assistant General
Manager (Finance); Assistant General Manager (Hngineering). Assistant (ieneral
Manager (COM); Assistant General Manager (MS) and Assi.stant General Manager (GS).
But in DPBS-I, there are some Deputy General Managers ()GMs) who head the Zonal

Olllces. These IXiMs rank between the GM and the AGMs. fhe DGMs exercise the

delegated authority of the GM.

rinanec Division

Assistant Cicneral Manager (l'inance) is the head of this division lie reports to General

Manager of PIiS for Accounting, Billing and Collection. fTHS Instruciion p.0-7j

To assist the AGM (Finance) in accounting functions, there are accountant, plant
accountant and cashier with their assistants. While the accountant is a.ssigned to report for
the development and maintenance of the general books, the plant accountant is
responsible for the records on PBS plant and properties. On the other hand, the cashier is
assigned lor receiving and accounting for all cash receipts, dept)sit of funds, and

reconciliation of the PBS's bank accounts. jI'liS liiMriHfion

The billing supervisor is accountable to A(iM (l'inance) for the accurate billing of

consumers and recording of the billing as well as for the collection of consumer bills. 1le
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supervises billing assistants, meter readers and Disconnection for Non-Payment (DNP)

Crews. //Vi,S’ InMntcnon p.17-22j

En~Ninecrinj' Division

Assistant Cieneral Manager (Linginccrmg) is the chicl'of PUS engineering division, lie
reports lo (ieneral Manager. ACIM (Hngincering) has llie responsihilities of providing
advice and assistance lo tiie (ieneral Manager on distribution system I-ingineering, f)esign
& Planning. Me assures the construction of system facilities according lo approved
technical standards that will provide adequate, safe and economical electric service lo all
members within Ilie PBS’s service area. |ie wilt coordinate the Planning ¢/ Design works
of I'lectrical Consultancy/Retainer | inn in such fields as i'DIi System take over. Relay
coordination between PDH & PIiS System, lixisling System Study & Improvement wilh
respect lo power factor & load factor, reliability, safety and olher related lields. lie will
also coordinate wilh local Consulling/Retainer firm in recommcndmg the proposed sub-

station sites at appropriate load center. jI"HS In.stniclioii

The ACjM (Fngineer) delegates the authority of initial design and development ofsyslem
planning to the Junior I:ngineer (linginccring)/Staking IInginocr. jI’liS Inslnu tioii 3(H)-

N, p.25!

Construction, Opcrution «& Mjiintcnancc (CX)M) Division

As lhe head of this division, Assislanl General Manager (COM) is accountable lo lhe
General Manager of PRS But, an AGM (COM) under a Zonal Office reports lo Ihe

DGM. llis responsibilities encompasses the following areas;

a) Training and maintaining of an adequate work forcc for the
construction and maintenance oftlie PBS’seleelric system

b) Conslruclion of lhe electric syslcni in accordance w'ltli approved plans
and specinealions in Ihe mosi efficient and economical means possible

c) Maintenance of the electric system to [irovide ade()uate, economical,
and continuous electric serv'ice

d) Planning of work schedule for conslruclion anti Operations and
Maintenance deparlmenl wilh Ihe Engineering Departmenl

e) Coordination of the functions of the Construction, Operations and
Mainlenanee department with lhe Engineering Deparimenl
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0 Maintenance and repair ol' the i\SH’s Iransporlalioii and work

equipment
jPHS In.s/rucfion 300-}-i. pp.26-27!

Junior linginecr (COM), Assistant Junior Engineer (COM), l.inc rcchiiician, Lineman
Grade-1, Lineman (irade-2. Apprentice Lineman, Meter Repairer and Meter |ester are

accountable to the AGM (COM) for iheir designated jobs.

The Junior I-jigineer (COM) is responsible tor the perrorinanee ol the working crew and
the manner in which the work orders issued by the l.ine Supervisor arc coiTipleted. lie is
also responsible for organization of crews to execute construction aiiii mamtcnancc and
safety of the working crew as per standards. At the execution level, he assigns the

Assistant Junior Rngineer (COM) to oversee the work of crews, jTUS Insiniciion 300-J-l.

pp. 29-321

The Line lechnician reports to the Junior linginecr (COM) bccau.se he is responsible as
Leader ofa work crew for performing his duties in a coordinated manner m the interest of
eflicient team jx;rfonnance. The ijneman Grade-1 is directly accountable to the Junior
Hngineer (COM). I'urlhcr, the Lineman Cirade-2 and Apprentice Lineman arc answerable

to the Lineman Grade-1, JTHS In.slruc/ion 300-N, pp.33-3"j

The Meter Repairer is responsible for the servicing, repair and maintenance of all
disordered or damaged energy meter of the PIliS as per instructions and directives And,
Meter Tester is responsible for accurate testing and calibration (when need arises) of
single-phase energy meters as per RIZB approved standard specifications to lie issued

from time to time. jJPHS Inslruclion 300-14, pp.40-44]

Mcml)cr Scrvicc Division

Assistant (kiicral Manager (MS) is the chief of this division, lie reports to the Getieral
Manager of PBS. As a key employee in the management staff', lie is responsil>Ic for the

following area:

KJ2
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a) Assisting for enforcement of'any policy ;is far as it relates lo consuincr-incmhcr
and general public e.g., liill Collection Drive, Disconnection of Services, Right of

Way problems and etc.

b) Assisting in organi/.ing and conducUng unii)n,'vilktgo nicelings U explain I'BS
operational system and procedure, sale and proper use of Idcctric l:ncrgy.
Consumers’ duties and responsibilities lor [hcvoiHioii of lliel't of Ideclricity and

line-matcrials.
¢) Assisting in organi/.mg and conducting extensive motivational works to make the

consumer conscious and aware of the penalties and puiiisliineiit (ii;it may be
imposed lor theft of energy, improper ii.sc of energy, resale of energy, illegal line

extension and electric connection.
/m s Instruclum 300-N, p.5Xj

In this regard, Md Wabhidu//.aman, ACM ((JS), DPBS-I expresses, “the Dhaka PIJS-I is
now (he biggest PBS in Bangladesh in terms of rapid consumer growth. At (lie moment,
there are as many as 1,70,000 registered customers m this PBS while the total number of
staff are only 500. So, it is very much urgent to increase the number of employees as well
as managers. Our CiM feels to delegale some of his daily responsibilities lo a D(iM in (he
Ilead Quarter but such a |x>sl has not been created yet."

jKU Wahnhazaman, A (;KI((",S), DPHS-J. Tape: 15H :M 4) N li (16:00-27:42)
14B-al (00:01-02:01)!

KKH Level Acc(Minljibility

It has already been mentioned in the Chapter four that KI;B has a slake m PBS
management. Hach PBS is accountable for its activities to lhe RI-B Board and the
Directorates associated with it. According to the Preamble of KliB-PBS Byclaws, “RI-H
will require from PBS those reports and audits that are essential to (he protection of loan
security, achievement of' the objectives of the Ordinance, and that may otiicrwise be
requisite to the succe.ss of area coverage rural e le ctriric a d o n " /iyclmy.s rrccinihlc.

IN7H: 1-2j. I low the accountability of a PBS goes lo RI"B is discussed bellow:

< Ouvcrsij'ht of PUS l'uiictions

ftvery PBS is an independent cost and management center, fhey do their
activities according to the rules of PfiS Manual and relevant Policy Instructions
Series followed by the standard RIiB guidelines As an oversight body RI.B
regularly momlor among others management functions, engineering functions
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and, llnancial and accountin}* functions. PilS oflicials are actoiiniabic to RIiB for
llicsc functions.

a) Officials of PBS Development & Management Directorate pay regular visit al
i'"HS with a view to finding problems of I’'BS inanagemenl and idenlifymg
irregularities- The other areas of inquiry of them arc iccruitincnl, procurcfneni,
I’'BS board functions, consumer services, and election of directors of PIiS

Board elc.
b) PBS llnanco division is responsible I'or tlieir activiltes lo llic flnaiiec

directorate of RI'B. Personnel under finance directorate regularly monitor the

following areas of ai’iiS:
-C'onformance form fi 5M) data wilh the (leneral ledgers, Siihsitltary ietigcrs

and other related llics.
-Cash Management

-Pay Roll
-lileclric energy sales and consumer accounting

-Cleneral accounting
-Plant and property accounting.

c) PBS F-ngineering division is res[>onsible for the proper operation and
maintenance of substations, lines and etjuipmenls under (he respective PBS.
RP;B I'ngineering directorate eonslanlly monitor and clieck qualily and
usability of Substations, distribution lines, tool and equipments and habit of

crews lo safety norms.
< MHiiiif’cmonl & ()JUTHtl«knN Ainlit

l'ach PBS is accountable to RIIB for the performance of its nianagemenl
operations. I{very alternate year, a team comprising the officials from directorate
of PBS f)evelopment = Management, directorate of I'ngineering and direclorale
of Pinance llioroughly check (he management operations aclivilies {)f a PBS
with slamlaitl checklists, ‘fhe respective PBS has comply willi (he
recommendations of (his audit.

< Fin:)ncial Audit

Other than monitoring the linancial activities of PBS, (he PIdi | inance dircciorale
conducts llnancial audit at PI3S every so often, fins is also a kind of
accountability measure lo a IMiS.

But, one report conducted by NKFICA says this form of day-to-day oversight or

regulation by RKB on PBS is somewhat inimical (o the very spirit of the Preamble of the

REB-PBS Byclaws, fhe Preamble outlines:
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All Rural Electrification Board activities shall be carried on in a manner to help
develop the resources and ability of each Palli Bidyut Samity to meet it needs,
handles its own affairs effectively, and achieve as soon as possible the internal
strength and soundness to assure its success as an independent enterprise. As a
Samity develops adequate internal strength and financial soundness, direct Rural
Electrification Board assistance will diminish accordingly”

[REB: Byelaws Freamhle, 1978: IJ
The report argues based on an empirical study over 9 PBSs that the present liyelaws,
given by REB at registration, are sufficient for the mitial years of operations or until the
Board and Staffs are appropriately trained. So after five years of any PBS, the Byelaws
become inconsistent with the 1977 Ordinance and the intent of the Preamble.
fIUIB'NIiJICA/USA/D  (1998), Management Asses.smen/ Final Reporl: Rural
Eleclrificadon Board d: Palli Bidyut Samities (PBS), RFFR Intermediate Results 2 I.p.

J6I

In DPBS-I, we have observed almost similar views prevailing among the Board of
Directors in a discussion meeting. They expressed, “this PBS Board has actually no
power to take any crucial decision regarding rate setting or so even after it reaches the
age of 20/22 years and even the PBS makes profit of about some I'K. 800 million each
year. It only follows the directions of REB. Otherwise our directorship will be canceled”
[A.K.M Sirazul Islam, Kazi Humayun Kahir, Md. Shah Jahan, Md. Mizamir Rahman S
Md. Wakilur Rahman, Board of Directors, DPBS-1, Tape: 03A (17:13-31:35) 03B

(00:01-09:36)}

Compctcnce

Competence is the single most important attribute of PBS governance. A group of
entrepreneurial directors and lady advisors, a number of professional managers and a host
of employees with sufficient technical know-how can really make a difference not only in
achieving goals and objectives of PBS but also in customer satisfaction as well. So,
competence in an electric supply utility like PBS needs a workable Human Resource
Management Policy. In Chapter Five, We have already discussed about the prevailing
state of Human Resource Management regarding recruitment, training, motivation, and

placement for the PBS officials. In this section, however, we will attempt to assess how
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tar the directors and lady advisors, managers and employees of DPBS-I are cflicient in

carrying out their res|x;ctive roles.

Entrepreneurship of Directors and Lady Advisors

Entrepreneurship in an organization emanates from, among others, socio-cconomic
background, training and commitment of the persons who are in charge of decision-
making.

In DPBS-I, we have found that among the 14 directors and lady advisors, half (50%) are
aged between 45-50; more than half (42% BA/BSc./Bed and 21% MA/MSS) are
graduates and postgraduates in education; and most of them are businessmen (57%) or
teachers (35%) by profession. And majority of the directors and lady advisors’ (71%)
income ranges between TK.4000-12000. The features of socio-economic background of
the directors and advisors of DPBS-1 indicate that majority of them come from
Bangladeshi middle class families and they are well educated to take the responsibility of

directing a cooperative organization (See the tables below).

Table 1. Some Basic Features of the Board of Directors/Lady Advisers of Dhaka
Palli Biddyut Samity-1, 2004 (Total Number of Respondents = 14)

Age Number (%) Education Number (%) Profession Number (%)
35-40 2 (14%) SSC 2 (14%) Agriculture | (7%)
40-45 2 (14%) USE é (14%) Business 8  (57%)
45-50 7 (50%) BA/BSc/Bed (42%) Teacher 5 (35%)
50-55 1 (7%) MA/MSS 3 (21%)
55-60 1 (7%) Diploma Eng, | (7T%).
60-65 1 . (7%)
Monthly Number (%) Serving the Number (%) Training Number (%)
Income Samity
TK
4000- 10 (71%) 1-5 years 4 (28%) No Training 2  (14%)
12000
12000- 2 (14%) 5-10 years 2 (14%) 7-days 2 (14%)
20000
20000- 1 (7%) 10-15 years 3 (21%) 12-15days 6  (42%)
28000
28000- 1 (7%) 15-20 years 2 (14%) Above 15 4  (28%)
above days

20-25 years 3 (21%)

[Source: Field Survey Datafrom DPBS-1j
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Graph-J

Directors and Lady Adivsors’ Attitude towards
Training Effectiveness

1 2 34 5 6 7 8 9 1011 12 13 14
jSource: Field Survey Datafrom DFHS-1I}

In the sccond place, it is observed in the Graph: 3 that the directors and advisors of
DPBS-1 arc very much optimistic about the quality of training they have received (See
Graph; 3). But the duration of training days seems inadequate in comparison to their
experience i.e. serving the Samity in terms of years. The tables above exhibit that 2 of
them (14%) have no training at all, another 2 directors/advisors have only 7-days training
and still another 6 (42%) have training not more than 15 days. Against this backdrop, the
directors and advisors of DPBS-1 have track record of repetitive service in the Samity
Board. Among them, more than half have experience ranging from 10 to 25 years (See

table above). So, training needs of the Board of Directors/Lady Advisors of DPBS-1

deserves keen attention (See the table below).

Table 2: Training Needs of the Board of Directors/Lady Advisors of Dhaka Palli
Bidyut Samity-1, 2004 (Total Number of Respondents = 14)

Needed Topic/ Subject Number of Concerned (%)
PBS Policy Instruction 2 (14%)
PBS Member Service 1 (7%)
Practical Knowledge on Electrical Issues 2 (14%)
Form 550 5 (35%)
Overall Rural Electrillcation Program 1 (7%)
Management Issues 4 (28%)
Training Abroad 5 (35%)

Source: Field Survey
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And finally, the directors and lady advisors in every PBS are plcdged-bound to serve the

PBS. The full text of the their official Pledge is furnished bellow:

“To justify the honor and trust the Rural Electrification Board and my fellow Palli 1Jidyut

Samity members have placed in me, | pledge that | will inform myself about:

1 Palli Bidyut Samity pnnciples and the responsibilities of a Samity
director,

2. The Rural Electrification Board programs and my Samity’s relations
with the I*ural Electrification Board;

3. The history of my PSB and its value to the nation and community;

4. The By-laws; policies; regulation, operating rules and practices of my
PBS;

5. The rural electrification program concept and how best it may be
applied in order to build a system to provide electric power and energy

to majority of my fellow countryman.

Make it my duty to:

1 Attend board meetings regularly and do my share o f committee work;

2. Vote according to my best judgment, but only after careful and open-
minded consideration of the matter to be acted on;

3. Comply with and honor majority decisions;

4. Act for the good of all Palli Bidyut Samity members, not for self interest
orjust my friends and neighbors;

5. Promote democratic representation and control of the Samity by its
members;

6. Share fully the boards responsibilities to: make policy, subject to REB
approval; make plans for Samity development, provide for competent
management operations of the Samity; ensure financial viability; promote
full area coverage, provide for member and general public education in
Palli Bidyut Samity concept and productive utilization of electric power
and energy; enlist active member participation and promote good
community relations”

fREH: rtiS Policy Instruction 300-12, Revision Dale: 31 10 1996j

It is very difficult to measure how far the directors and lady advisors comply with their
pledge. But my observation in the Monthly Board Meetings and analysis o f the meeting
minutes convinces me that all most all the directors and lady advisors of DPBS-I used to

attend meeting regularly and they used to debate over an issue in democratic manner.

jMonthly Samity Board Meeting, DPBS-1 HQ, Directors, Lady Advisors, General
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Mtinaf*er, Deputy General Managers, Assistant (icnera! Managers, Tape: 01A (00:01-
31:47) 01B (00:01-16:30)1

in this connection, once again, wc may recall comments of Kazi llumayun Kabir,
President and Director, DPBS-1. He says, “Wc directors, not every one off course, arc
fully committed. Wc have prepared a Project Profile (PP) with that wc have already
initiated some self-linancing programs to utilize the PBS’s surplus money. Fist, wc have
opened shareholder system for each of the 1,67,000 consumer-mcmber of DPBS-1 in
REB Revolving Fund. Sccond, we have started helping many PBSs by providing
materials in crucial times without any service charge. Third, we have preceded some self-
financing line construction projects in our PBS area. Fourth, as DPBS-1 is financially
well off, so we have bought share in the Rural Power Company (RPC) that is going to
generate electricity 140 MW at this moment and more up to 210 MW withm few years.
And finally, we have 52% investment share in the Dhaka North Power Plant (DNPP) at
Tongi that will be engaged in supplying electricity only to the consumers of DPBS-1. Of
the 11 member-executive body in DNPP, 3 directors from DPBS-1 represent there” jKazi

Htmayun Kahir, President and Director, DPBS-1, Tape: 03B (0*):37-26:37)}.

Professionalism of Managers

Professionalism in the carccr managers of an organization primarily based on completion

of relevant training courses, gathering experience from real life situations and success in

departmental examinations.

In PBS system, managerial corpse has to complete 4-years basic training Program. Each

manager is entitled to attend 11-13 designed training courses. |lere below is an example

of the basic training for AGM (Finance).

Basic Training for AGM (Finance)

SI. No. Course Name Days Year
). REB/PBS Office Orientation 6

2 Managing a PBS 3

3 PBS Accounting Procedure Mai\u-dl 3 1.

no
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4, PBS Policy Instruction 3 IS
5. Management- Its Nature and Scope 4
6. PBS Audit Procedures 2
7. Office Management 3
8. PBS General Account Manual 6 Jid
0. Purchase, Procurement & Budget 3 !
10. Preparing Annual Work Plan and 4

3d

Budget

11 Introduction to PBS Distribution System 3
12 Personnel Management 7 4'h
13 Labor and Industrial Relations 3

Tota/ days= 50

Tabic 3: Some Basic Features of the Managers of Dhaka Palli Itiddyut Saniity-1,
2004 (Total Number of Respondents =9)

Experience as Manager Number (%)

Position Number 1-5 years 2 (22.22%)
DGM 3 5-10 years 4 (44.44%)
ACM 6 10-15 years 2 (22.22%)
15-20 years 1(11.11%)
Training Number (%)
10-20 day.s 1(11.11%)
20-30 days 2 (22.22%)
30-40 days i (ii.ii% )
40-50 days 4 (44.44%)

Above 50 days

Source; Field Survey

1(11.11%)

In DPBS-1, we see in the table 2, among the 9 managers, 4 (44.44%) have completed

their requisite training program; 1(11.11%) of them has yet to fultlll the training courses.

While ] (11.11%) manager has training more than SO-days, another 2 (22.22%) have

training ranged between 20-30 days and still another has obtained training ot'about 10-20

days. Most of the managers of DPBS-I have opined that training program is effective

(See the Graph; 4 below). But they expressed their training needs of ditTerent kinds

(Table 4).

MI
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[Source: Field Survey Datafrom DPBS-1]

Table 4: Training Needs of the Managers of Dhaka Palli BiUdyut Samity-1, 2004
(Total Number of Respondents = 9)

Needed Topic/ Subject
Advance Management

Personnel Management

Public Relation

Key Accounts Management
Total Quality Management

Transport Maintenance
Security System
Purchase

Electrical Devices

Visit to the Electrical Equipment Manufacturing Company

Foreign Visits

Information Technology

[Source: Field Survey]

However, the experiences of the managers of DPBS-1 exhibit the similar view to that of
the training they have had. 4 (44.44%) of them have 5-10 years and 2 (22.22%) other

have 10-15 years of experience. Again, while 1(11.11%) manager has the expcricnce

Position Concerned
DGMs

DGMs, AGM (GS)
DGM, AGM (finance)
DGM, AGM (finance)
DGM

AGM (GS)

AGM (GS)

AGM (GS)

AGM (COM)

AGM (COM)

DGMs

AGM (Finance)

more than 15 years, the rest 2 (22.22%) have served the Samity for about 1-5 years.

On the other hand, every manager in PBS has to qualify the three-part departmental
examinations in the initial years after joining his/her job. While the Paper 11 and 1 are

common for all, the Paper Il is specified to the particular category of managers. Here

below is an outline of departmental examination for the AGM (GS) in PBS.



Dhaka University Institutional Repository

Paper | (Common For All): Section-A
Time. 2:30 Hours
Qualifying Marks; 35

SI.No. Subject Marks

1 REB Ordinance & Bye-laws 10

2 PBS Bye-laws 10

3 ElectriciO'Act- 1910 with all amendnAcnts 10

4, Electricity Rules- 1937 10

5. PBS Service Code 10

6, Labor & Industrial Rule 20
Total 70

Paper | (Common For All): Section-B
Qualifying Marks: 15

SI.No. Subject Marks

1 Ex tempo Speech on any assigned subject 15

2. Speech on any Written assignment 15
Total 30

Paper Il (Common For Ail)
Time: 3 Hours
Qualifying Marks: 50

Sl.No. Subject Marks

1 PBS Policy Instruction Series 100 30

2. PBS Policy Instruction Series 200 30

3. PBS Policy Instruction Series 300 40
Total 100

Paper Il (For/AGM-GS)
Time; 3 Hours
Qualifying Marks; 50

SlI.No. Subject Marks
l. Managing a PBS 25
2. Ware House Management 15
3. PBS Management Audif J5
4, Management- Its Nature and Scope 10
5. Officc Management 15
6. Records Management 10
7. Personnel Management 10

Total 100
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In this regard, as | approachcd Mr. K.M Rabiul Karim, AGM (MS). )PIJS-1 with a view
to understanding how far he was managing his department in comphance with the PBS
Policy Instructions, he replied about customer motivation program and procedure for

customer meter order (CMO) as the following:

“As per instructions, the Member Service division is entitled to motivate the village
people in their pre and post connection electrical uses. But in DPBS-1, due to shortage of
employees as against the huge number consumers at about 1,69000 my department has
lagged behind to do so properly. Despite that we regularly publish leaflets, posters and

announcements in national dailies with a view to motivate our customers for their proper,

safe and rational use of electricity.

My department is engaged in ordering meter for the customers of' five types viz.
industrial, commercial, irrigation, household and charitable institutes. In fact the
procedure is long for a customer to get his/her meter order. However, ideally (1) the One
Stop Service section supplies application forms; (2) The application then is (lied out by
the consumer; (3) Within 3 days of receiving the application form, one representative of
Member Service division provides preliminary inspection report; (4) fhen the MS
division sends proposals to the consultant firm to make staking sheets for only the
gualified applications forms; (5) Within 4 days after getting proposals, the consultant
firm submits reports to the MS division completing design and staking sheets; (6) Next,
the MS division recommends the application forms to the General Manager with
necessary notes for each application to meet the conditions; (7) After receiving approval
from the General Manager, the MS division issues letters to the applicants to fulfill the
terms and conditions; (8) Having completed the conditions such as ‘electrical equipments
as per PBS standard must be purchased’ and ‘house wiring program should be completed
by the authorized electrician’ etc., the applicants report the PBS, (9) On the basis of the
final report from the wiring inspectors, the applicants are advised to pay deposit money

for getting Customer Meter Order (CMO). In this way, an applicant gets the electric
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connection within a span of 15-45 days. But again, due to shortage of wiring inspectors

and authori/ed electricians, sometimes we fail to comply with it.”

IK.MRahiul Karim. AGM (MS). DPBS-I, Tape: JOB (00:01-30:!H)j

By the same token, as | asked Soleman Mollah, AGM (Finance), DPBS-1, he readily

answered about the competence in management of Billing, Meter Reading and Collection

system under his department:

“As per details of location, load etc. known from Customer Meter Order Form the
Billing Supervisor assembles meter reading sheet and the route set through which the
meter reading of the respective month takes place. Meter reading books arc arranged in
numerical order adding -) 100 sheets and number using a three digit beginning with
001 through 999. Each individual consumer will be assigned with an account number

with four digits from 1000, keeping sufficient gap between each assigned account.

For reading the industrial and irrigation customer meters, supervisory level employees or
officers of PBS are usually assigned. The other meters like that of domestic, commercial
customers are read by Meter Readers. Meter reading routes and schedules of all
consumers is so designed that no meter could be left out of reading by Z0* day of each

month. However, to accommodate all consumer meter reading, a 30-day cycle is

maintained.

For collection of bills, we have opened cash counters both in Head Quarter/Zonal Offices
as well as in branches of Banks those stand closer to or convenient within the service area
for the consumer to make payment. As long as the regular and timely bill payment culture
is yet to develop among PBS customers, we have enrolled 2 additional employees for
every 10 (ten) thousand consumers to detect default consumers. We do not hesitate to
disconnect the power supply when a consumer fails to pay his/her bill within approved
time or date. When revenue outstanding figure goes high in a month, we conduct a
massive crash program callcd DNP (Disconnection for Non-payment) against the bill
defaulters with a team comprising of almost all employees in our PBS.”

ISoleman Mollah, AGM (Finance), DPBS-I. Tape: IOA (00:01-22:57) I0A-acl (00:01-
04:01)]
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With similar vain, when 1| interviewed Md. Abdul Hakim, AGM (COM), DPBS-I, he
categorically responded in explaining the common strategics to the operational issues for

managing DPBS-1 distribution system as following:

“For power supply management, we and local PDB officials jointly chalk out an annual
plan in which seasonal demands are fixed up. Secondly, to improve the loss of electric
appliances at the consumer’'s end under single phase line, we use Auto-voltage
Regulators those have on load tap-changer to raise or lower the voltage 10%. Thirdly, to
reduce high system loss and low voltage, we install capacitors both in lines and
customer’s end. The customers having less than 90% power factor must install capacitors.

Fourthly, to contain pilferage of electricity, we sometimes install poll meters.

When PBS fails to maintain the supply-demand balance, load shedding is inevitable. To
combat load shedding, we take demand side management (DSM) measures. On the one
hand, we introduce seasonal tarifTs and make adjustable load contracts and ask the
customers to shift production to holidays. On the other hand, we use to encourage the
customers through our motivation programs both to shift peak loads and use otT peak

demands.”

[Md. Ahdul Hakim, AGM (COM), DFBS-I, HQ. Tape: OHB (00:01-2~:29)1

In this respect, | attended a Monthly Staff Meeting in Amin Bazar Zonal of Office,
DPBS-1 with a view to perceiving how far Abdus Shahid, the DGM, is professional.

Following are the observations;

The meeting was started in due time and all statTwere present.

The staff responsible to their respective issues discussed the agendas.

The DGM conducted the whole discussion in an inquisitive manner.

The DGM directed the stafT for their future course of duties and functions point
by point.

O After the meeting, a team spirit was observed among the staff

Ooo0od

| Monthly Staff Mcefm}>, Amin Bazar Zonal Office, DFHS-I, IXM AGM (COM) ~ all
Other Employees of Amin Bazar Zonal Office, Tape: I2A (00:01-30:00) 12B (00:01-
19:51)1
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Further, Mr. Abdus Shahid has informed that with the direction of Md. Sarwar Hossain,
General Manager, DJ'BS-1, they have developed a monthly reporting form along side the

existing ones, which is useful for managing PBS affairs more effectively. Here below arc

two samples:

17
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I'echnical Know-How ofthe Employees
Technical knowledge through adequate training and cxpcricnce of employees arc two

major sources of competence in Palli Bidyut Samity.

The training courses for PBS employees are huge both in number and intensity. In

chapter five, we have only outlmed the course titles. Here is an example of course details

for a PBS Lineman:

TLOIO. Part | Lineman’s Course I” Year
No. Topic No. of Periods
r-i Registration 1
T-2 Area Coverage Rural Electrification 1
T-3 Concepts of PBS 1
T-4 REB/PBS Organizational & Functional Structure 2
T-5 Introduction to PBS Linctnan Course & Job 2
T-6 Introduction to PBS Distribution System 2
T-7 Implementation & Construction Schedule 1
T-8 Basic Electricity 3
T-9 Basic Mathematics 6
T-10 Mechanical Advantage (Block & Pulle>) 4
T-11 Pole Introduction 1
T-12 Pole Loading, Hauling & Unloading 2
T-13 Use & Care of Climbing and Personal Tools 2
T-14 Ropes, Knots & 1land lines with Usage and Examination “u
T-15 Digging, Setting & Facing of Poles 12
T-16 Pole Climbing Introduction 30
T-17 Pole Climbing Exercise and Examination 24
T-18 Introduction to Overhead Construction Materials )
T-19 Introduction to Overhead Construction Tools 2
T-20 Overhead Construction Practice 1
T-21 Introduction to Distribution Transformer 3-
T-22 Personal & Job Safety and First Aid 6
T-23 Mid Course Review & Exainination 7
T-24 RigJit of Way 2
T-25 Service Drops & Meters 3
T-26 Installation of Service Drops & Meters 9
T-27 Introduction to Tools Maintenance 3
T-28 Operation of OCRs & Fuse Cutouts 2
T-29 Operation and Maintenance o f Wireless Equipment 2
T-30 Summary & Review 4
T-3! Written Final Examination 3
T-32 Practical ExaJiiination & Oral Examination n
189

[REB (1998,August): 36j

120



Dhaka University Institutional Repository

In DPBS-I, we see in |hc table 5, among the 21 employees, 6 (28.57%) have 38-58 day-
training and 5 (23.80 %) have no training at all. While 4 (19.04 %) employees have
completed 19-24 days training, another 4 (19.04 %) have traming only of 12-16 days. But
2 (9.52 %) employees have training more than 58-days. Most of the employees of DPBS-
| have opined that training program is effective (See the Graph: 5 below). But they

expressed their concerns about training needs of different kinds (Table 6).

Table 5: Some Basic Features of the Employees of Dhaka I’alli Biddyut Samity-1,
2004 (Total Number of Respondents = 21)

Position Number Experience as Employee  Number (%)
Asstt. Junior Eng. 4 15 years 9 (42.85 %)
Wiring Inspector 5 5-10 years 5 (23.80 %)
Billing Supervisor/Asstt 4 10-15 years 3(14.28%)
Line Technician 2 15-20 years 1(4.76%)
Lineman Grade 1& I 3 Above 20 years 3(14,28%)
Meter Tester 1

Meter Reader 1

Bill Messenger 1

Training Number (%)

No Training 5(23.80 %)

12-16 days 4(19.04%)

19-24 days 4(19.04%)

38-58 days 6 (28.57 %)

Above 58 days 2 (9.52 %)

| Source: Field Surveyj

Graph-5

Employees’ Attitude towards
Training Effectiveness

co 1O & me co IO

fSource: hield Survey Datafrom DFBS-Ij
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Table 6: Training Needs of the Employees at Different levels of Dhaka Palli Itiddyut
Samity-1, 2004 (| otal Number of Respondents = 21)

Needed fopie/ Subject Position Concerned

New Equipment like ACR, OCR, AVR, Asstt. Junior Eng. (COM), ljneman Grade
Power Transformer, Voltage Regulator, 1

Switch Gear, Wire, Cable etc.

Substation Maintenance & Operation Asstt. Junior Eng. (COM)

Repairing of One Phase & Three Meter Asstt. junior Eng. (COM)

Electricity Act Asstt. Junior Eng. (COM)

OtTice Management Asstt. Junior Eng. (COM)

Improvement of Consumer Service & Asstt. Junior Eng. (COM), Wiring

Consumer Awareness Inspector

Basic Consumer Wiring & Advance Wiring Inspector

Wiring

First Aid Winng Inspector

Computer Fundamentals Billing Supervisor, Billing Asstt.,, Line
Technician

Training in Other PBSs Wiring inspector

Departmental Training Wiring Inspector, Bill Messenger

Basic Supervision Billing Supervisor, Line Technician

Lineman's Basic-Part M & IV Lineman Grade 1& 1

Meter Testing Meter Tester

Geographical Information System (GIS) Wiring Inspector

Training of Trainers (TOT) Wiring Inspector

Foreign Training Wiring Inspector

[Source: Field Surveyj

However, the experiences of the employees of DPBS-1 exhibit some different views to
that of the training they have had. 1(4.76 %) of them has 15-20 years and 9 (42.85 %)
have 1.5 years of experience. Again, while 3 (14.28 %) employees have the experience in
a range of 10-15 years, another the rest 5 (23.80 %) have served the Samity for about 5-

10 years. But 3 (14.28 %) employees have experience more than 20 years.

On the other hand, employees like Assistant Enforcement Coordinator, Assistant Junior
Engineer, and Power Use Coordinator etc have to qualify the two-part written and oral
test examinations for confirmation of job and promotion for the next higher post as

Assistant General Manager.
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In this regard, with a view to understanding how far do the employees ol' DPBS-i show

their competency in discharging their respective know-how 1 furnish some snap shot

interviews below:

Snapshot 01: Wiring Inspectors

“As per Policy Instructions, | have to complete feasibility study of a consumer line in 3-7
days time. But due to shortage of manpower against a vast number of consumer
connections, sometimes we take more time. On the other hand, consumers may suffer in
searching valid village electricians. As a condition, an REB licensed electrician must

complete every house wiring.”

jMd. Shahah lddin Moral, Wiring Inspector, Amin Bazar Zonal Office. DPHS-I, Tape:
1A (22:04-28:53) IIA (00:01-06:51)}

Snapshot 02: Meter Reader

“As a meter reader | am assigned to collect reading of 1700 meters per month and submit
the reading book to a particular Billing Assistant, lalso report about defective meters. My
schedule of routes is changed or rotated opposite to that of Bill Messenger on every six

months.”

/M | Tayahur Rahman, Meier Reader, Amin Bazar Zonal Office, t)I‘BS-I, Tape: 12H
(24:27-27:01) 12B-ad (04:33-07:04)/

Snap$hot:03: Billing Assistant

“We Billing Assistants arc allotted to prepare bill for 1400 consumer cach month, in
addition to keeping all records maintaining personal file connected with each of these
number of consumer member. But after the installation of computerized billing system in
DPBS-1 and our knowledge in operating relevant software through traming, we can now
prepare 2500 bills each month and number of mistakes in billing is almost nothing.”

[llosne Ara, Billing Assistant, DFBS-1, Tape: JOA (22:58-24.00)f

Snapshot:04: Bill Messenger

“As a Bill Messenger | engage myself to deliver the bill to respective consumer-

member’'s location for subsequent payment. 1am also obliged to take readings of 10-12
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meters in cach month for cross chocking the readings those are previously taken by the

Meter Reader. My schedule and assignment of routes are changed or rotated on every six

months.”

(Bashir Ahmed Talukikr, BUI Messenger, Amin Bazar Zonal Office, DPBS-J, l'ape: 13A
(00:03}-03:()8)I

Snapshot:OS: Billing Supervisor

“lam assigned to prepare electric bills from meter reading sheets. Further, larrange bills
in order for collection. | also make adjustments to bills where corrections are necessary
and prepare summaries of consumer billing in accordance with prescribed format. |
reconcile billing records with General Ledger Accounts. To me, computer led accounting
System has opened a window of hope for faster and accurate ledger maintenance.”

(Md. Sowkat All, Bi/ling Supervisor, /)I’BS-1, Tape: I0A (24:01-29:19)j

Snapshot 06: Meter Tester

“| follow the instructions and directives in performing all works required in connection
with testing & calibration of both single-phase and three-phase energy meters for
installations to the electric facilities of the system. Testing and calibrating the disordered
meters are also under my disposal. Usually 1can test 25-30 meters every day. | maintain
records and registers for testing & calibration energy meter including its receiving and
issue statistics and particulars as per PBS Policy Instruction 300-3.”

[Md, Mahhuh Hossam, Meier Tester, Amin Bazar Zonal Office, DI’'BS-1, Tape: I12B
(19:52-24:26) 12B-ad (00:01-04:32)1

Snapshot:07; Lineman

“1 carry out the directions of the Line Technician in performing all work required in
connection with the construction of and/or replacement of the electric facilities of the
system. | work as crewmember both in HT (High Tension) and LT (Low Tension) lines.
We have to strictly follow safety codes when we perform our duty. For ensuring safety,

we take temporary grounding measure between the poles.”

fA .K.M Zahid Hossain, Lineman, Grade 1, Amin Bazar Zona! Office, DPBS-I, Tape: ISA
(03:09-10:28)j

Snapshot:08: Line Technician

124
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“As a Line |’'cchnician, | perform in maintaining system i‘unctions to assure adequate and
conlinuous services required. Apart from directing the line crewmcmbers, lalways assess
load factors both in substation and feeder lines. When | see any substation or transformer
bccomcs overloaded or Oil Circuit Rccloscr (OCR) trips down permanently, | readily

report it to my supervisor lo take necessary measures.”

[Abdul Kaler, Line Technician, Amin Hazar Zonal Office, DPBS-I, Tupe: I3A (10:29-
17:10)1

Snapshot 09: Assistant Junior Engineer

“| organize employees into efficient teams capable of carrying out the work assignment. |
develop work procedure to facilitate the execution of assign tasks as economically and as
efficiently as possible. | facilitate training programs for the work crcws lo develop skills
and ability in work performance. | inspect completed work and oversee safety standards.”

[Md. Alauddm, Assi.slanl Junior ling., Kaliakayoir, DFIiS-1, 1IB (23:41-31:02)j

Measuring competcnce in quantitative terms is very ditllicult. Even though, the

achievement of DPBS-1 against 23 targets in the table below indicates that it is the

outcome of compctencc of the directors, managers and employees.

Dhaka Palli Bidyut Sami(y-1
Performance Target Agreement
Financial Year (2002-2003)

Sl. No. Particulars Weight Target Achievement
Factor 2002-2003  2002-2003
01. System Loss L.B 24 9.68% 9,66%
02. Accounts Receivable L.B 20 1.68 L63
03. Accounts Payable L.B 2 1.00 1.00
04. Debt Service Coverage H.B 2 11.18 8.33
05. Plant Revenue Ratio H.B 0 2.25 3.35
06. Equity Status H.B 76,52 74,76
07. Recovery of Amount Written otT H.B 3 5% 5,07%
08. Payment of Debt Service H.B 8 47932 48466743
09. Annual Load Factor H.B 4 65% 65.56%
10. Revenue Per K.M. of Line L.B 7 514 533
1 lotal Cost of Providing Electric L.B 6 23 22.90
Service/Exp./K..H. (Ex. PC &
Depr. In. & Pro. Uncoil.
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Amt.(TK.)

12 Percentage of Total Connected L.B 100% 100.61%
Consumer Billed

*3. Annual Grovrth in CoTOumcr n.B ''45000 155736

14, Rcconnection of Disc. Consumer H.B 5000 8588

[5. Liquidity Status STD (3.20 11.71

l; 1.25

16. Inspection o f Distribution Line il.B 725 782

17. Maintenance  of  Distribution H.B 725 779
Lines

18. Maintenance of Transformer & H.B 600 604
OCR

19. Repair of Damaged Transformer L.B 500 672
&OCR (No.)

20. Consumer Hours Outage L.B 0 25 23.53

21. Ratio of Service in Placc and L.B 97.90 97.99
Consumer Connection

22. Ratio of Connected & Staked H.B 94 99,
Consumer

23. Ratio of Disconnected (over 90 I|I.B 0 13.92

days) & Disconnectable (over 90
days) Consumer

100
jSource: Dhaka Fal/i Bidyut Samity-1 At a Glance, Dale: 04 OI/2004;j
In the above discussion, we have attempted to critically examine the quality of

governance in DPBS-I. Here we try to summarize the investigation:

First, the customer motivation program in DPBS-I has not been taking place regularly. A
bye- election held during the research period was fair and competitive. But participation
of member-consumers in the subsequent annual general meeting was not satisfactory. I'he

‘Question Hour Session’ in the annual general meeting was also not efficacious.

Second, an executive body consisting of President, Vice-President, Secretary and
I'reasurer was used to bear their official responsibilities. The Board of Directors and
Lady Advisors of DPBS-! were found regular in monthly Board Meetings. They are
allowed to take only routine decisions. REB and sometimes Member of Parliament of the
respective locality take crucial decisions. But the directors and lady advisors are

encouraged to participate in system energization.
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Third, the activities of DPBS-1 exhibit transparency in a number of published documents
like Manuals and Policy Instructions, Fom 550, Monitoring Reports, Management and
Operation Audit Reports, Financial Audit Reports, Annual Reports, Management
Jnformation System Reports, Performance Target Agreement Reports, Monthly Meeting

Minutes and Bimonthly Fiulletms etc. REB publishes many of the reports except few.

Fourth, the managers of DPBS-1 are found properly accountable to the Board of
Directors. The attitude toward each other shows that the Board-Management relationship
in this PBS is harmonious. It Is observed that the job description of each manager and
employee under any functional division i.e. General Services; Finance; Construction,
Operation & Maintenance; Engineering and Member Service are so designed that every
official is bound to report to his/her senior official for specific duties and responsibilities.
In addition, DPBS-I's accountability also goes to REB as the later not only plays the role
of an oversight body but also audits and directs in all aspects of management, operation

and finance.

Fifth, the socio-economic background, training and commitment of the Directors and
Lady Advisors of DPBS-1 convinces that they have got considerable entrepreneurial
gualities in leading the organization. On the other hand, combination of traming,
experience and knowledge in the managerial corps indicates that they are professionally
sound. It is also found that training and experience of the employees under Finance
division and Construction, Operation and Maintenance (COM) division coupled with a
system of monitoring and supervision has created an environment In discharging their
technical know-how properly. But inadequacy of manpower and long process in ordering
customer meters has left the employees of the Member Service Division (MS) in
shamble. Overall, the achievement of Directors, managers and employees of DPBS-1 in

Performance Target Agreement (PTA) during financial year 2002-2003 is noteworthy.

Customer Attitude toward PBS services
At the out set of this research, | have hypothesized that ‘better governance in public
utilities creates better customer satisfaction towards the delivery of services’. So, the

study of governance in DPBS-1 demands a customer attitude survey to justify the

127
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proposition. I'or widening the scopc of generalization and comparing the state of

govcrnance, here bellow | will attempt to deal with customer attitudes from survey data

of Dhaka PBS-1, Netrokona PBS and Sherpur PIiS:

The table: 7 indicates that all most halfofthe customers ofDPFSS-| arc dissatisfied about

the application procedure for new electric connection. On the other hand, more than three

guarters ofthe customer in NPBS and SPBS are satisHcd in this respecl.

I able 7: Procedure for Application for Electric Connection

Satisfaction DPBS-I f%)
Highly Satisfied 5.06
Satisfied 43.04

Do not Know 0
Dissatisfied 12.66

Highly Dissatisiled 39.24
jSource: lucid Surveyj

NPBS (%) SPBS(%)

0 16

84.61 76.00

0 0

3.85 8.00

114 A

The table: 8 exhibits that more than sixty percent ofthe customers of DPBS-I expressed

satisfaction towards the quality of house wiring program as against nearly ninety percent

ofthe NPBS and cent percent o f SPBS.

Tabic 8: House Wiring Program

Satisfaction DPBS-I (%)
Highly Satisfied 6.33
Satisfied 54.43

Do not Know 1.27
Dissatisiled 17.72

Highly Dissatisiled 20.25
I Source: I-'ickiSurvey!

NPBS(%) SPBS (%)

0 0
88.46 100
0 0
7.70 0
3.85 0

The table: 9 shows that all most all the customers of SPBS and NPBS arc satisfied to the

house wiring inspection, while just a few above fit'ty percent of DPBS-1 view to the

same.

Tabic 9: House Wiring fnspection

Satisfaction DPBS-I (%)
Highly Satisfied 11.40
SatisHed 46.83

Do not Know 5.06
Dissatisfied 16.46

Highly Dissatisiled 20.25
jSource: l'ieh | Survey}

NPBS(%) SPBS(%)

0 20.00
84.61 76.00
0 0
7.70 4.00
7.70 0
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In tabic; 10 wc see more than ihrce quarters of'customers of DI'E*S-I, NPBS andJSPBS

are satisfied towards meter reading.

| able 10: Meter Reading

Satisfaction DPBS-1(%) NPBS(%) SPBS (%)
Highly Satisfied 26.58 7.70 40.00
Satisfied 58.22 65.38 44.00

Do not Know 1,27 0 0
Dissatisfied 11.40 23.08 12.00
Highly Dissatisfied 2.53 3.85 4.00

I Source: h'ieU Survey!

The table: 11 convince us that the customers of SPBS and NPBS have no or little
complain against bill preparation of the respective Samity. But few customers in DPBS-1

are critical to the bill preparation.

Table 11: Bit! Preparation

Satisfaction DPBS-1 (%) NPBS(%) SPBS(%)"
Highly Satisfied 34.18 26.92 52.00
Satisfied 55.70 65.38 48.00

Do not Know 0 0 0
Dissatisfied 10.12 3.85 0

Highly Dissatisfied 0 385 0 ]

jSource: lueld Surveyl
From the table: 12 we observe that more than sixty percent customers of DPBS-1 and
NPBS are highly satisfied and fifty percent of SPBS are satisfied to the bill delivery

system.

I'able 12: Bill Delivery

Satisfaction DPBS-1 (%) NPBS {%) SPBS (%)
Highly Satisfied 69.62 61.54 52.00
Satisfied 25.31 34 61 48.00

Do not Know 0 0 0
Dissatisfied 3.80 0 0

Highly Dissatisfied 1.27 3.85 0

ISource: i'iekiSurveyj

The table: 13 shows that no customers of NPBS expressed dissatisfaction m paying bill
through bank while except few most of the customers of DPBS-1 and SPBS are highly

satisfied or satisfied in this regard.
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| able 13: Bill Payment through i lank

Satisfaction DPBS-1 (%) NPBS (%) SPBS(%)
Highly Satisfied 55.70 53.85 32.00
Satisfied 39.24 46.15 52.00

Do not Know 0 0 0
Dissatisfied 5.06 0 16.00
Highly Dissatisfied 0 0 0

jSource: h'ield Surveyj

The tabic: 14 exhibits that more than scvcnt>' percent of' the customers ot' SPBS
responded satisfied to attendance of PBS employees following written complains about

electrical problems while number of satisfied customers in DPBS-1 and NPBS are nearly

sixty percent and less than fifty perccnt respectively,

| able 14: Attendance in VVritten Complains

Satisfaction DPBS-1 {%) NPBS (%) SPIiS (%)
Highly Satisfied 7.59 0 16.00
Satisfied 58.23 46.15 72.00

Do not Know 17.72 0 0
Dissatisfied 127 30.77 12.00
Highly Dissatisfied 15.19 23.08 0

jSource: Field Surveyj

The table: 15 portrays that both in DPBS-1 and NPBS, less than fifty perccnt customers
satisfied regarding One Point Servicc at PBS premise. Surprisingly, about more than forty
percent customers of DPBS-1 do not know what the One Point Servicc is. However, most

of the customers of SPBS are satisfied in this regard.

Table 15; One Point Servicc at PBS

Satisfaction DPBS-1 (%) NPBS{%) SPBS(%)"
Highly Satisfied 127 0 0

Satisfied 44.30 46 15 88.00

Do not Know 44.30 0 0
Dissatisfied 10.12 50.00 12.00
Highly Dissatisfied 0 3.85 0

jSource: }J<iekl Survey]

The table: 16 show a rosy picture of highly satisfied and satisfied customers of SPBS to

the office environment (physical facilities i.e. toilet, fans, bill counters etc.). In this
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respcct, nearly sixty pcrcent customers of DPBS-1 and more than ninety percent

customers orNPBS expressed their salislaclion.

 ahle 16: Office Knvironmcnt (Physical Facilities) in

Satisfaction DPBS-1 (%) NPBS(%) [SPBS (% H
Highly Satisfied 6.33 0 64.00
Satisfied 59.49 92.30 36.00

Do not Know 13.92 3.85 0
Dissatisfied 20.25 | 355 0

Highly Dissatisfied O 10 0

jSource: I-'ieki Survey!

The table: 17 delineates that not a single customer is dissalisHed about behavior of the
officials of SPBS while a considerable number of customers of both DPBS-I (more than

a quarter) and NPBS (more than one third) are critical about cordiality of the respective

officials.

Tabic 17: Cordiality of PBS Officers

Satisfaction DPBS-1 (%) NPBS(%) SPBS(%)
Highly Satisfied 16.46 770 48.00
Satisfied 54.43 34,61 52.00

Do not Know 3.80 1154 0
Dissatisfied 16,46 2(),92 0

Highly Dissatisfied 8,86 .23 0

}Source: Field Survey]

The table: 18 shows that more than forty fi\e percent customers of DPBS-I are
dissatisfied and almost thirty eight percent arc highly dissatisfied for load shedding in
their locality. While almost ninety percent cusloniers of NPBS are highly dissatisfied for

load shedding, fifty two percent customers of SPBS expressed dissatisfaction in this

regard.

Table 18: Load Shedding in Customcr’s Locality

Satisfaction DPBS-I (%) NPBS (%) SPBS{%)
Highly Satisfied 0 0 0
Satisfied 16.46 3.85 48.00

Do not Know 0 0 0
Dissatisfied 45.57 7”0 52.00
Highly Dissatisfied 37.97 at'.46 0

| Source: lueld Survey]
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The tabic: 19 exposes that more than sixty pcrcent customers of DI'BS-I do not know

whether the PBS officials and employees circulate posters, leallcts etc. lor concerning

about important issues. Similarly, in NPBS and SPBS, this figure is around sixty percent

and twenty four pcrcent respectively.

| able 19: Quality of PBS’s Posters, Leaflets ctc

Satisfaction DPBS-I (%) NPBS{%)
Highly Satisfied 0 0
Satisfied 31.64 1538

Do not Know 60,76 57.69
Dissatisfied 7.60 ~n.08
Highly Dissatisfied 0 3,85

jSource: I-'ieh]Survey!

SPBS(%)
0

176,00

24.00
0
0 1

From the table: 20 wo see that lIfly percent of the customers of’ NPBS are dissatisfied

towards linemen in checking their service line. But more than sixty pcrccnt customers of

DPBS-1 and seventy two percent customers of SPBS arc satisfied on regular checking of

the service line.

I ablc 20; Regularity in Checking of Serv ice Line

Satisfaction DPBS-1 {%) NPBS(%)
Highly Satisfied 0 0
Satisfied 62.02 30.77

Do not Know 1.27 3.85
Dissatisfied 32.91 50.00

Highly Dissatisfied 3,80 15,38

| Source: Lie lJ Survey!

SPBS{%)
8,00
72.00
8.00
12.00

0

The table: 21 shows that all most hundred percent customers of all the three PBSs are

either highly satisfied or satisfied to the existing pattern of management m non-technical

system losses o f electricity.

Table 21: System l.oss (non-technical) Management

Satisfaction DPBS-1 (%) NPBS (%)
Highly Satisfied 53.16 61.54
Satisfied 45.57 38.46

Do not Know 0 0
Dissatisfied 127 0

Highly Dissatisfied 0 0

1Source: hieUlSurvey!

SPBS (%)
60.00
36.00

0

4,00

0
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The table; 22 exhibits that above seventy two porcent customers of DPBS-| are satisfied

to the quality of feeder line in their locality. This figure is about eighty percent both in

NPBS and SPBS.

Table 22: Quality of Feeder Line in Customer’s Locality

Satisfaction DPBS-1 {%) NPBS(%) SPBS (%)
Highly Satisfied 11.40 3.85 4.00
Satisfied 72.15 88.46 88.00

Do not Know 127 0 0
Dissatisfied 15.19 7.70 A 8.00
Highly Dissatisfied 0 0 0

jSource: Field Survey]

The table: 23 indicates that seventy percent customers of SPBS, almost fifty five percent
customers of DPBS-1 and around seventy percent customers of NPBS are satisfied arc to
guality of electric meters they use. But, more than thirty percent customers of DPBS-1

shows high satisfaction in this regard.

Table 23: Quality of Customer’s Electric Meter

Satisfaction DPBS-1 (%) NPBS (%) SPBS(%)
Highly Satisfied 31.64 7.70 16.00
Satisfied 54.43 69.23 76.00

Do not Know 0 0 0
Dissatisfied 13.92 19.23 8.00
Highly Dissatisfied 0 3.85 0

| Source: l'ieh! Surveyj

The table: 24 exposes different picture. While hundred percent customers of NPBS and
eighty eight percent customers of SPBS express satisfaction to the quality of voltage in

service line, this llgure is only fifty three percent in DPBS-1.

Table 24: Quality of Voltage in Service Line

Satisfaction DPBS-1 (%) NPBS(%) SPBS(%)
Highly Satisfied 1.27 0 8.00
Satisfied 53.16 100.00 88.00

Do not Know 0 0 0
Dissatisfied 22.79 0 1i4.00
Highly Dissatisfied 22.79 0 0

I Source: Field Survey/
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The table: 25 tells us that ninety two perccnt customers ol'SPBS and sixty two pcrcent
customers of DPBS-1 are satisfied to the regularity in delivering or announcing PBS

notices. On the other hand, only Hfteen percent customers of NPBS express satisfaction

in this respect.

Tabic 25: Rcgularily in Delivery/Announcing PBS Notice

Satisfaction DPBS-1 (%) NPBS (%) SPBS{%)
llighly Satisfied 127 0 0
Satisfied 62.02 15.38 92,00

Do not Know 8.86 7.70 0
Dissatisfied 25,32 65,38 4,00
Highly Dissatisfied 2,53 11,54 4,00

| Source: Field Survey}

I'nc table. 26 shows that around forty percent customers of DPBS-1 and sixteen percent
customers of SPBS as well as more than fifteen percent customers of NPBS do not know
about functions of directors in PBS system. Three quarter customers of DPBS-I arc cither
dissatisfied or highly dissatisfied to the promptness of PBS directors in solving problems.

This figure is almost eighty percent in NPBS and above sixty percent in SPBS.

Table 26: Promptness of PBS Director in Solving Problems

Satisfaction DPBS-1 (%) NPBS(%) SPBS(%)
Highly Satisfied 10.12 3.85 0
Satisfied 21,52 0 16.00

Do not Know 39.24 15.38 16.00
Dissatisfied 16.46 38,46 32.00
Highly Dissatisfied 12,66 42.31 36,00

[Source: Field Surveyj

From the customer attitude survey, we have seen the comparative picture of DPBS-1,

NPBS and SPBS on twenty items. Now we try to summarize the comparison: --

First, DPBS-1 shows half-hearted performance in ‘Procedure for Application for Electric
Connection’ and ‘House Wiring Inspection’; and better peri'ormancc in ‘House Wiring
Program’. But, NPBS has performed better and SPBS has performed best in all these
service area. Also, both DPBS-1 and NPBS are lagging far behind from SPBS in ‘One

Point Service at PBS'. It is surprising enough, DPBS-1 could not open ‘One Point

Service’ counter in all its zonal offices!
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Sccond, all these PI3Ss exhibit their high competencc in areas o f‘Meter Reading’, ‘Bill

Preparation’, ‘Bill Delivery’ and ‘liill 1"ayment through Bank’.

Third, DPBS-I and SPIJS show that their employees pay much attention in written
complains; check service lines and serve or announce notices almost regularly and their
officers express cordiality whenever they encounter customers. But NPBS employees and

olTicers show indifference in these respccts.

Fourth, the employees and officers of DPBS-1, NPBS and SPBS exhibit their better
performance in ensuring quality feeder lines in customer’s locality, quality elcctric meters
for their customers and system loss (non-technical) management. [Jut in terms of quality
voltage in service lines, DPBS-1 performs very low than NPBS or SPBS. On the other
hand, SPBS shows better performance in maintaining quality in its posters and leaflets

etc. while DPBS-1 and NPBS fail to do so.

Fifth, all the three PBSs has to maintain high load shedding in customer’s locality. And,
directors of all these PBSs show little promptness in solving problems of customers they

represent. However, office environment (physical facilities) in these PBSs is praise

worthy.

| lowever, from the raw data matrix of Likert response of DPBS-1, NPBS and SPBS, we
can also add some more statistical analysis like Pearson’'s r. Mean and Standard

Deviation (S.D.) that may show us other avenues of reality prevaihng in these PBSs.

In the table 27, we see that the Question 7 (How far arc you satisfied to the PBS bill
payment through bank?) and the Question 15 (How far are you satisfied with the non-
technical system loss management of PBS?) have low invariability to the customers of
DPBS-1. From the arithmetic mean, it is revealed that the customers In this 'BS
responded general satisfaction (3>) against 12 questions and high satisfaction (4>)
against 4 questions. But they are generally dissatisfied (<3) to the Question 1 (How far
are you satisfied to application procedure for PBS electric connection?) and the Question

18 (What is your comment about the quality of voltage in PBS service line in your
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locality?) and highly dissalisllcd (<2) to the Question 12 (How much load shedding is
there on PBS service line in your locality?). I'or Question 20 (How much pronnpt is your
PBS director in solving problems of your locality?), the customers of this PBS generally
remained undecided (3). It means, on average, customers do not know about the role of
director who represent them. Again, Standard Deviations (S.D.) in the table 21 indicates
that service provisions are dispersed in procedure for application for electric connection
(1.49), house wiring program (1.34), house wiring inspection (1.38), attendance in
written complains (1.28), cordiality of PBS oflicers (1.21), load shedding in customer’s
locality (1.02), regularity in checking of service line (1.03), quality of voltage in service

line {1.31) and promptness of PBS director in solving problems (1.14).

In the tabic 28, we see that the Question 4 (How far are you satisITed to the PBS meter
reading?) has low invariability and Question 18 (What is your comment about the quality
of voltage in PBS service line in your locality?) has no variability lo the customers of
NPBS. And, the arithmetic mean reveals that the customers m this PBS responded
general satisfaction (3>) against 8 questions and high satisfaction (4>) against 3
guestions. But they are generally dissatisfied (<3) to the Question 9 (Mow far are you
satisfied to the one point service at PBS?), Question 11 (How much cordial are PBS
officers to solve your problems?). Question 13 (How far are you satisfied to the qualily of
PBS'’s poster, leaflets etc ?), Question 14 (How much regular is the checking of service
line in your locality?) and the Question 19 (Docs PBS regularly serve you notice about
elections, annual general meetings etc.?). Moreover, the customers ol'this PBS are highly
dissatisfied (<2) to the Question 12 (How much load shedding is there on PBS service
line in your locality?) and Question 20 (How much prompt is your PBS director in
solving problems of your locality?). Again, Standard Deviations (S.D.) in the table 22
indicates that service provisions are not equal in procedure for application for electric
conncction (1.03), meter reading (1.07), attendance in written complains (1.29), one point
service at PBS (1.07), cordiality of PBS ortlcers (1.32), regularity in checking of service

line (1.1) and quality of customer’s clectric meter (1.03).

In the table 29, we observe that the Question 2 (What is your comment on the PBS house-

wiring program?) has no invariability and the Question 12 (How much load shedding is
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there on PBS service line in your locality?) and the Question 18 (What is your comment
about the quality of voltage in PBS service line in your locality?) has low invariability to
the customers ofSPIiS. I'rom the arithmetic mean, it is revealed that Ihe customers in this
PBS responded general satisfaction (3>) against 11 questions and high satisfaction (4>)
against 7 questions. But they are generally dissatisfied (<3) to the Question 12 (How
much load shedding is there on PBS service line in your locality?) and the Question 20
(How much prompt is your PBS director in solving problems of your locality?). And,
Standard Deviations (S.D.) in the table 29 indicates that service provisions are dispersed
in meter reading (1.14), load shedding in customer’s locality (1.02) and promptness of

PBS director in solving problems (1.09).

In the table 30, we see that in an attitude scale of 20-100 percent (high dissatisfaction-
high satisfaction), the total score of SPBS (78.92%) is greater than that of DPBS-1
(70.92%) and NPBS (64.42%). This indicates that the average service provision or

guality of governance of SPBS is the best among the three PBSs.

However, in T-Test we observe that there is no statistically signillcant difTerence between
customer satisfaction of DPBS-1 and NPBS (0.0346777<2.074) or between DPBS-1 and
SPBS (0.02352623<2.074) or between NPBS and SPBS (0.00013737<2.074). This

indicates that the nature of service provision of the three PBSs is more or less similar.
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Focus Group Discussions with Customers

Apart from likert responses, | have conducted five focus group discussions (FGDs) with
different categories of customers of DPBS-1, NPBS and SPBS with a view to
understanding their concerns about PBS services both in pre-electric connection and post-

electric connection phases.

Conditions of Pre-elcctric conncction

We see that household customers of Uttar Dariapur, Kaliakayor under DPBS-1
complained against their Director who took bribe for making arrangement of some new
electric connections. They also alleged PBS authority for long delay in energizing their
village [Box 1], The irrigation customers of Kalidash Patti, Dhamrai objected to wiring
inspector for taking speed money [Box 2J. The industrial and commercial customers of
Amin Bazar, Savar under this DPBS-1 expressed their concerns about intense delaying of
PBS officials for new connections [Box 3]. The customers in the focus group discussions
at Kazla, Shyamgonj under NPBS and at Kushumhati under SPBS expressed similar

types of complains against the officials oftheir PBSs [Box 4 and Box 5|.

Box |: Response of Household Customers in DPBS-1

O The consumers have got new connections after 4 years of group application.

O They had to bribe Mafizur Rahman—the late director of the area— 1500-2000/-
Taka each for 80 Customer Meter Orders (CMO).

O They have to pay 10,000/- Taka for installing one pole for service drop line
without getting any receipt.

O The late direclor has warned these consumers o f disconnecting the service line if

they disclose about bribing.

jMd Ahdul MaziJ, Md Hcidu! Mia, Md. ShahJahan Mia, Sahiha Others,
House Hold Customers, Uttar Dariapur, Kahukayor, Tape: 04A (07:26-3}:4H); O4H
(00:01-24:25)/

Box 2: Response of Irrigation Customers in DPBS-I
O Irrigation connections are a seasonal matter. At the start of the season, consumers
have to deposit security money for electric connections and, the lines are

disconnected after the season. The PBS employees i.e. wiring inspector,
linemen—delay the connection procedure if they are not given due speed money.
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In case of new household conncclions, consumers have lo give 1300-3300/- Taka
lor each meter order as bribe lo agents unless they do not have powerful lobby to
influence the PBS officials.

O Recently, most customers have got bitter experience as they are compelled to give
speed money for every step of connection procedure i.e. application, feasibility,
line installation etc. Md. Nazimuddin alleged that Annes Ali, a wiring inspector
under Dhamrai Zonal Olllce had managed to receive 4500/- Taka from 8
household consumers with a commitment to providing electric connection.

O Md. Khademul Islam, imam of kalidash Patti Mosque, alleged that Abed Ali—a
professional collaborator to the PBS employees- is used to settle each meter
order for 1000/- Taka to negotiate a new electric connection.

jMd. Bachchu Mia, Shabesh Ali, Md. Nizam Uddin, Md. Rajjah Ah, Md. Ali Hos.suin
Others. Moslly Irrigalion (ji\lomer.s, Kalidash Padi, Dhamrai, Tape: 05A (00:01-31:-I3)

05B (00:01-12:03)1
Box 3: Response of Industrial and Commercial Customers in OPBS-I

O For 2/3 years, getting new electric connections for industrial plants have
become a very difficult matter. “The officials of DPBS-I Head Quarter
delayed my application procedure even for a year,” the representative of
Dekko Accessories says.

O To avoid complexities of application process for another connection for the
plant that would be extended in future, the industrial customers attempt lo
approve 'load consumption' more than the current demand.

jMd. Shamsuzzaman (Seniu), Md. Zakir Hossain, Shah Alam, .loyonia Kumar Sarker,
Md. Abul Bashar, Md. Amin ft Md. Hillal, Industrial and Commercial Customers of
Amm Bazar Zone, DFBS-I, Tape: 15A (00:01-31:15) 15B (00:01-13:57) 15B-ad
(00:01-03:45)/

Box 4: Response of [Mixed Customers in NPBS

[0 Now a day, Netrokona PBS officials do not treat properly to the new
applicants who hive for meter order.

[J To get new connections for irrigation or otherwise, evcrj' consumer has lo
bribe officials through agents.

u Village electricians and wiring inspectors arc openly engaged in illegal
practices for new meter orders.

IAhdul Mannan, Shahahuddin, Md. Shaheen, Md. Shamsuddin Ahmed, Sujon Talukder,
Nizam Uddin <iSecretary ofKazla Jamme Mosque, Dijferent Catei”ories of
Customers, South Kazla, Shyamgonj, Netrokona BBS, Tape: 07B (00:01-23:33)/
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Box 5: Response of Mixed Customers in SPBS

O Some ofthe customers had to pay bribe for new meter orders.

O The Sherpur PBS ofilcials do nol pay importance lo the new applications
properly.

O Some customers had to fill out applications twice or thnce due to
unavailability of their submitted forms in PBS office.

IMJ. Golam Rahbuni, Md. Abdul Halim, WahedAH, Shahamut AH, Md. Anwar Hossam,
Md. l'aza! lluque, Md. Shahjahan Ali ct others, Differcnl Catclones of Customers,

Kushuni Halt, Sherpur PBS, Tape: GHA (00:01-30:35)f
Conditions of Post-clectric conncction

We observe that the household customers of Uttar Dariapur, Kaliakoir under DPBS-1
complained against the meter readers for making average billing instead of reading
properly. They also concerned about the reluctance of linemen for not paying heed to
attend any complain. They very much frustrated about load shading in evening and
during summer [Box 6], On the other hand, the irrigation customers of Kalidash Patti,
Dhamrai under DPBS-1 expressed about their suffering for paymg electric bills as the
Zonal ofTice or bank was far away from their locality. 1’hey were highly concerned about
load shading and low voltage as because these causc disruption in lhcir production and
damage deep and shallow tube wells as well as meters and transformers. They also
objected to the officials of PBS for not holding monthly village meetings [Box 7]. In this
regard, the industrial and commercial customers of Amin Bazar, Savar under DPBS-1
complained against not only load shading or low voltage but also voltage iluctuation
during summer that causc serious damage to their valuable machines and decrease
production [Box 8], The customers in the focus group discussions at Kazla, Shyamgonj
under NPBS and at Kushumhati under SPBS expressed similar types of complains about
the post-electric conncction services of their PBSs [Box 9 and Box 10.

Box 6: Response of House Customers in DPBS-1

O The meter readers do not read meters properly and make average bill when the
customers denies paying tips.

O The linemen arc reluctant to attend complains in Dariapur locality.

O The officials of the Kaliakoir Zonal office show bizarre attitude to these
customers.

O Quality of leaflets, posters & handbills of DPBS-1is better.

O Load shading soars up in the evening and during summer.
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jMd. Ahdul MaziJ, Md. liadal Mtu, Md. Shah .lahan Mia, Sahihu lie*uin - Others.
House Hold Cuslomers, (filar Danapur, Kaliakayor, Tape: 04A (07:26-31:4H); 04ti

(00:01-24:25)1
Box 7: Response or Irrigation Customers in DPBS-I

O It is very difTicull to pay efectric bill because bank is far away Irom Kalidash

Patti.

O Most of the deep tube wells have been disordered for low voltage and load
shading.

O The shallow tube wells are to restart time and again when load shading prevails.

O Load shading and low voltage affect aversely meters and transformers of
irrigation consumers.

O The customers have no faith on employees like wiring inspectors and linemen.
They still keep trust with GM or DGM, but their accesses to these otTlcers are
restricted.

O After the village energization meeting, there has not yet been hold any village
gathering organized by the PBS.

jMd. Bachchu Mia, Shahesh Ali, Md. Nizam Uddin, Md. Rqgijah Ah, Md. Ah Hossam
rf' Others. Mostly Irngalkm Customers, Kalidash Pallt, Dhanirai, Tape: 05A (00:01-

31:43) 05B (00:01-12:03)/
Box 8: Response of Industrial and Commercial Customers in DPBS-i

O Prepaid meter card will not be feasible for the industrial or commercial customers
because in that case they will have to pay their huge amount of electric bill in
advance.

O The industrial and commercial consumers have been paying more to PBS than
their counterparts do to PDB or DESA.

O Load shading is very high several limes during summer.

O Low voltage and voltage fluctuation damages industrial machmes very severely
and, decreases commercial business.

O In Amin Bazar household areas, many electric poles are either leaned or short, so
that they may cause severe accidents.

O To develop a harmonious customer-PBS relation, there should be regular

deliberations between the parties and, even TV programs focusing these problems

would be helpful.

[Md. Shamsuzzaman (Sen/u), Md. Tnkir Hossam, Shah Alam, .Joyonta Kumar Sarker,
Md. Abul Bashar, Md. Amin - Md. Hillal, Industrial and Commercial Cuslomers of
Amm Bazar Zxme. DBBS-I, Tape: 15A (00:01-31:13) 15B (00:01-13:57) 15B-ad
(00:01-03:45)1
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Box 9: Response of Mixed Customers in Nf*BS

O Each customer has to pay 10/~ meter charge per month. He has to penalty for
tempering meter even though the meter is disordered from natural calamity.

O Rate of clectric bill has been increased every so often without noticing the
customers. The rate of VA'l' has also not mentioned, Hilling is manual, not
computerized.

O Linemen do not attend complains irrespective of complainers.

O Load shading persists acutely during evening hours.

O Village motivation meeting is absent in ka/la.

[Abdul Mannan, Shahabuddin, Md. Shaheen, Md. Sbamsuddtn Ahmed, Sujon
Tatukdcr, Nizam ddin  Secretary of KuziaJamme Mosque, Categories of
Customers, South Kazia, Shyamgonl, Netrokona FMS, Tape: 07H ((K):01-23:33)f

Box 10: Response of Mixed Customers in SPBS

O Per unit electricity rate is very much higher than the rate of PDB: 5,11 Taka for
commercial; 2.81 Taka for household; more than 5.00 Taka lor industrial and
more than 4.00 Taka for irrigation meters. More over they have to pay 10/- Taka
meter charge and 5/- I'aka service charge for each bill per month.

u In a recent circular, REB has increased 2000/- Taka charge tt) the previously
deposited security money for the irrigation customers.

O The consumers got invitation for Annual General Meeting but they are totally

ignorant about “ Village Motivation Meeting”

[Md. Go/am Rahbani, Md. Abdul Halim, Wahed Ali, Shahamuf Ah, Md. Anwar
Hossain, Md. Fazal llaque, Md. Shahjahan Ali @} others, Differeil Categories of
Cus/omers, Kuslium Hafi, Sherpur FBS, Tape: OHA (00:01-30:35)f

[Major Kcscarch Findings
In this chapter we have attempted to critically analyze the quality of governance in Dhaka
Palli Bidyut Samity and relate it to customers’ satisfaction. Now we summarize the major

research lindings:

First, customers can take part in system installation, village energization, election and
annual general meeting. But their participation was insufficient because village
motivation meeting in DPBS-1 was very much irregular. Moreover, in the annual general

meeting, question hour session was found ineffective.
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Second, board of directors and lady advisors were found actively participating in monthly
board meeting. They have power to make decisions but most cases with the approval of
KljiB. Some directors were legally allowed to bear official positions like president,
secretary and treasurer of the Samity. Also, directors and advisors used to play vital role

in keeping relationship between customers and Samity in system energization.

Third, the DPBS-1 has to follow some uniform methods of transparency guided by REB.
The methods like manuals & policy instructions, fonn-550, monitoring reports,
management and operations audit reports, financial audit reports, performance target
agreement report, management infomiation system report, bimonthly PBS bulletin and
monthly meeting minutes arc open and transparent to the stakeholders like executive
directors of REB, board of director and president and Assistant General Managers of
DPBS-1. But the local news reporters of national dailies expressed criticisms about the

so-called openness of DPBS-1 in respect o f‘right to know’.

Fourth, the management of Di*BS-1 headed by General Manager is answerable to the
Board of Directors. The Board-Managemcnt Relationship has been followed ‘I-Beam
Form of Management’. The attitudes of Directors and Managers toward each other arc
found satisfactory. On the other hand, the internal accountability of each func”onal
division in DPBS-1 viz. finances division; engineering division, construction, operation
& maintenance division; member service division and general service division do follow
the job descriptions properly. Next, like other Samities, the DPBS-1 is accountable to
REB through the mechanism like oversight functions, management & operations audit
and financial audit by the later one. But these kinds of accountability are found inimical
to the DPBS-1 that has achieved considerable maturity over more than two decades of its

experience and is financial solvent in operating its programs.

Fifth, the Directors and Lady Advisors, Managerial corpse and Employees of DPBS-1 are
found much competent. The directors and lady advisors of this Samity has achieved
considerable entrepreneurship quality as because half of them are middle aged and at
least graduates; most of them come from middle class families and arc businessmen by

profession; most of them have served the Samity for at least 5-10 years and have got
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proper training facilities. On the other hand, the managers have achieved much
profcssionahsm and the employees have got adequate technical know-how through the
completion of relevant training courses, successes in departmental examinations and
adequate experience. As a result of the competence, it is found that the DPBS-I has
showed high performance against almost all targets under the Performance Target

Agreement (PTA) during the financial year 2002-03.

Sixth, the customer attitudes of DPBS-1 show a half-hearted perfomiance in 'procedure
for application for electric connection’ and ‘house wiring program’. But the customers
are satisfied towards services like ‘attendance in written complains’, ‘checking service
lines’, and ‘maintaining quality feeder lines’ and highly satisfied to ‘ meter reading’, ‘bill
preparation’, ‘bill delivery’, ‘bill payment through bank’ and ‘system loss (non-technical)
management’. However, the customers in this Samity are highly dissatisfied to the
intense ‘load shedding’ and inditTerence o f‘director in solving local electncai problems’.
One category of statistics shows that the average service provision or quality of
governance from the customers’ point of view (in a scale of 20-100 percent) in DPBS-1
(70.92%) is better than NPBS (60.42%) and lesser than SPBS (78,92%). And it is found
from the T-Tcst that there is no significant difi'erence in service provision between

DPBS-1 and NPBS or between DPBS-1 and SPBS or between NPBS and SPBS.

Seventh, it is revealed from the Focus Group Discussions in DPBS-1 that the household,
irrigation, commercial and industrial customers are harassed both in the pre and post-
electric connection phases. l|hey alleged that the village electricians and wiring
inspectors are mainly engaged in getting bribe or speed money for customer meter order
(CMO). The industrial, commercial and imgation customers become panicked on the
face of intense load shedding and frequent voltage fluctuation as these cause serious

damage to their valuable machinenes. The scenario of the NPBS and SPBS arc almost

same in this regard.
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Hypothesis Revisited

As wc have already examined the state of governance in Palh Bidyut Samity with the
causal hypothesis - ‘better govcrnancc in public utilities crcates better customers
satisfaction towards the delivery of services'- it is now important to revisit the
proposition on the basis of research findings so as to make it more empirical, explanatory

and predictable.

First, the research findings indicate that there is a causal relation between governance in

PBS and the satisfaction of its customers towards the scrvicc delivery system.

Second, as the ‘quality of governance’ is a value-leaden concept and ‘customer
satisfaction’ can be measured with attitude scales, so the hypothesis has the scope of

analysis combining the qualitative and quantitative data.

Third, it is evident that PBS is primarily a public energy distribution agency. It has
functional linkages with generation and transmission of energy. As a result, quality of
governance in PBS is not confined to the boundary of the distribution agency alone — it

is highly dependent on energy supply efTIciency of other public organizations.

Therefore, the above arguments convince us to reformulate the proposition with - ‘better
governance inpublic distribution agencies tends to create better customer satisfaction
towards the delivery of services provided supply efficiency is ensured by timely and

proper generation and transmission’.

If we apply the renewed hypothesis to our research findings, we can predict two logical

outcomes in course of PBS governance:

A) If the supply of electricity is ensured by the generation and
transmission agencies, the customer satisfaction will
definitely improve as inadequate supply causes crisis among
customers in getting earlier electric connections and
inadequate supply breeds corruption among PBS officials.

B) If the customer participation is ensured with various means
and ways, the quality of governance in PBS will certainly
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improve as it broadens the scope ofaccountability of the PBS
officials and enlarges the scope of transparency of PBS
activities.
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Chapter 7
Conclusions & Policy Recommendations

In the rcscarch projcct “Governance in Rural Energy Utilities in Bangladesh: A Study of
Palli Bidyut Samity”, | have encountered two questions: a) to what extent the governance
in Palli Bidyut Samity is elTective? And b) how far the customers of Palli Bidyut Samity

are satisfied with the delivery of services?

With a view to answering the above questions, tirst, 1 have developed a research
methodology, including a conceptual framework, methods of data collection, data
analysis technique, reliability and validity of data and limitations of the study. In the
conceptual framework, | considered governance as ‘a legitimate relationship between
state institutions and associated civil society/ groups’. For Palli Bidyut Samity, | have
shown, this legitimacy can be achieved through use of four attributes i.e. participation,

transparency, accountability and competence.

In the second place, | have reviewed a number of relevant literatures in order to make a
theoretical backup of my conceptual framework. The review highlights the following
area: a) conceptual issues of governance i.e. meaning, categories and scope; b)
governance related public sector reforms concerning service delivery, local governance,
role of market forces, civil society and non-govenimental organizations in Bangladesh;

and c) state of governance in energy sector in Bangladesh.

Next, | have tried to map out the nature and scope of PBS organization by a) describing
the rights and duties of member-consumers, b) exploring the responsibilities and
functions of board of directors and general manager, c) devising the functional divisions
of PBS, d) finding out the interrelationship between board and management, and €)

identifying the role of KEB and in PBS activities.

Further, | have presented an outline of the human resource management policy of PBS in

that it directly or indircctly affects competcnce, accountability and transparency of
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managers and employees. This includes among others a) selection procedures of
managers and employees, b) methods of developing employees and managers, c)
performance appraisal of managers and employees, d) performance target agreement

(PTA), and e) compensations for managers and employees.

Also, | have attempted to assess the quality of governance by examining participation,
transparency, accountability and competence in Dhaka Palli Bidyut Samily-1 (DPBS-1).
In this effort, | have imparted data both from secondary and primary levels. While lused
documentary information and archival records, | have incorporated data from interview
protocol, direct observations and socio-economic survey. In explanation, however, | have

established chain of evidence in logical sequence for internal validity.

Finally, |1 have concentrated on testing my working hypothesis “better governance in
public utilities creates better customer satisfaction towards the delivery of services” by
analyzing and comparing statistical data imported from customer attitude survey on
Dhaka Palli Bidyut Samtiy-1 (DPBS-1), Netrokona Palli Bidyut Samity (NPBS) and
Sherpur Palli Bidyut Samitiy (SPSS). In addition, | have conducted Focus Group
Discussions (FGDs) with different categories of customers of DPBS-1, NPBS and SPBS
in order to understand their opinion about pre-electric connection and post-electric

connection services.

On the basis of research findings, however, | have revised my working hypothesis with -
‘better governance in public distribution agencies tends to create better customer

satisfaction towards the delivery of services provided supply efTiciency is ensured by
timely and proper generation and transmission’— to give other researchers a way to

operate more empirical, explanatory and predictable study of such kind.

In this connection, one can obviously raise the question, how far the theory of governance
imported in the present study is applicable to study other public institutions atjocal,
national or otherwise? Before answering the question 1 would like to present the
following rationales in constructing my operational devices on the study governance in

Palli Bidyut Samity:
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Every energy system has two basic components i.e. energy field and energy
functiotis; and energy functions can be divided Into four major categories such as
generation, transmission, distribution and consumption.

The basic premise of theory of governance is ‘legitimate relationship between
state and civil society’ and the legitimacy can be obtained by some attributes like
democratic principles, rule by representatives, people’s participation,
transparency, accountability, competence, decentralization, rule of law etc.

Palli Bidyut Sarnity (a state institution) is an energy distribution agency and, it is
directly related to consumers (a group in civil society). The legitimate relationship
between PBS and consumers is structurally ensured by four governance attributes
i.e. participation, transparency, accountability and competence.

The study on the quality of governance in PBS suggests the inquiry of
effectiveness of participation of consumers and their representatives at various
levels of PBS activity; of transparency of facts and figures; of accountability of
PBS officials to the proper authority and of competence of human resources.

The hypothesis “better governance in public utilities creates better customer
satisfaction towards the delivery of services” suggests some measures on
customers’ attitudes and tends to analyze logical relations between governance

attributes and customer attitudes.

Thus, | firmly believe that the basic premise of the theory of governance can be
applicable to study any public institution that provides public goods/services. But,
features of the institution, nature of testing hypothesis and researcher's willingness to

spend time, energy and money to the enterprise would determine the construction of

operational devices.

Here below, 1would like to otTer some policy recommendations for improving the quality
of governance in Pallli Bidyut Samity so as to increase customer satisfaction regarding its

services;

Ensuring sulTicient electricity

1 Government should immediately take steps to ensure sufficient electricity
to PBSs by installing new power generation plants big, medium or small

whatever these may be.
2. Government should extend transmission lines up to the PBS substations on

emergency basis.

Ensuring meaningful customer participation

1 REB should devise proper directives to PBSs for ensuring regular monthly
village motivation meeting.
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PBSs should train Village Advisers regularly.

REB/PBSs may introduce Customer Services Charter (CSC).

REB or any other concerned organization may telecasl popular TV
Program on PBSs focusing customer awareness and opinion

C. Ensuring proper representation

1

2.

Electoral rules and procedures should be updated (o avoid all kinds of
confusions among candidates for the Board of Directors.

Lady Advisors should represent a constituency through direct election
instead of mere nomination so that they can have their voting power in the
Board Meeting and they can compete for the posts of president, secretary

or treasurer of PBS.

D. Ensuring transparency of PBS activities

1

Relevant information i.e. facts and ligures should be available to all

stakeholders of PBS.
In PBS, regular monthly news briellng session with the journalists should

be reintroduced.
Government should abolish the Official Secrcts Act of 1923 and, instead,

should introduce a new Act of Right to Know.

E. Establishing proper accountability mechanism

1

2.

REB should give more autonomy to the older PBSs who have become

profitable.
REB should regularly maintain Management Audits in PBSs.

F. Increasing compctence of human resources

1

REB should establish a Training Academy that will provide training

facilities regularly.
The present curriculum should be updated In view of both tasks and

performance analysis of the PBS olllcials.

152



Dhaka University Institutional Repository

Appendices

Persons Interviewed

1 President of the PBS Executive Committee/Board of Directors
2. Secretary of the PBS Executive Committee
3. One Lady Adviser

4. General Manager (GM)

5 AGM (MSyPower Use Coordinator

6. AGM (CO&M)/Junior Engineer

7. AGM (Finance & Accounts)/Accountant
8 AGM (Engineering)/Junior Engineer

9. AGM (GS)/Enforcement Coordinator

10 One Village Educator

11 One Billing Assistant

12. One Bill Messenger

13 One Meter Reader

14. One Lineman (Complain Center)

15. One Line Technician (Complain Center)
16. One Wiring Inspector

17. One Meter Tester

18. One Banker

19 One Local Media Reporter

20. One Local Development Worker

Question No. 1: (a) How do ordinary member-consumers take part in PBS activities?
(b) Is there any motivation Program to enhance member
participation? How does the Program work? Are these effective?
(c) How do the members take part in PBS elections? How far the
elections are free and fair?
(d) How do the members take part in system loss and line security?
(e) How do the members take part in annual general meeting? Do the
members participate in question hour session in that meetings?
How far are these efTective?
(0 Is there any award system for the best customers?
Areas of Concern:
Scope of Participation
1 Cooperation in Energy System Installation
2. Cooperation in Energy System Maintenance
3. Electing the Board of Directors
4. Making Opinions
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Sources of Data:

Documents: (b) yearly customer awareness programs of Member Servicc Division
(c) PBS By-laws and Policy Instruction 300
(e) PBS By-laws and Policy Instruction 300

Interviews: (a) GM, AGM (MS), President of Board and Village Educator.
(b) AGM (MS) and Village Rducator.
(c) GM, AGM (GS) and AGM (MS).
(d) AGM (MS) and Village Educator.
(e) Secretary of Board, AGM (MS) and Village 1Zducator.

() AGM (MS).

Focus Group Discussions: How far the participation of general members are

proper and just?

Direct Observations: Attend in Question Hour Session of Annual General Meeting as

as an observer.

Question No.2: (a) How arc the elections for the Directors conducted? What criterions

are to be obeyed by the candidates? What are the voter turnouts?
(b) How the Executive Committee and other committees are formed?
(c) How the monthly Board meetings and other meetings are held? How
the decisions are made in these meetings?
(d) In what areas Directors take Part in reaching agreements with REB?
How they do this?
(e) What roles do the Directors play with delegates those come to visit
PBS?
(f) Do the Director Members attend the monthly meetings regularly?
(g) What roles do Directors play among the PBS customer-members in
their respective Elakas?
(h) Do the Lady Advisers have enough voice in monthly meetings? Why
or Why not?
(i) What are the opinions of the Directors regarding more participation of
the representatives in PBS activities?

Areas of Concern:

Scope of Participation

1 Decision making
2. Agreements with R.EB
3. Dialogue with Delegates

Sources of Data:

Documents: (a) PBS By-laws and Policy Instruction 300

(b) PBS By-laws and Policy Instruction 300
(d) PBS office records under AGM (GS)



Dhaka University Institutional Repository

Interviews: (c) GM, President of Board and Secretary of'Board.
(d) GM, President of Board and Secretary of Board.
(e) GM, President of Board and Secretary of Board.
(O President of Board, Secretary of Board and Lady Adviser.
(h) Lady Adviser,
(i) President of Board, Secretary of Board and Lady Adviser.

Focus Group Discussions: What are the opinions of the Directors regarding proper
participation of the representatives in PBS activities?

Direct Observations: (1) Monitor a PBS Election.
(2) Attend in a Monthly Meeting as an observer.

Question No.3:(a) What methods arc being practiced to ensure transparency of PBS
activities? What are the contents of each method? |low each method
works?

(b) What method is open to whom?
(c) How the documents are circulated/disclosed?
(d) To what extent are these documents reliable?

Areas of Concern:
Methods to Ensure Transparency in PBSs
PBS Manual
Policy Instructions
Form 500
MIS Report
Monitoring Report
Management Audit Report
rinancial Audit Report
Performance Target Agreement Report
. Annual Report
10. Monthly PBS Bulletin
11. Seminar and Symposiums

© O NOOO,rWDNpPR

Sources of Data:

Documents: (a) PBS By-laws and Policy Instruction 300

Interviews: (a) AGM (GS) and AGM (MS).
(b) AGM (GS) and AGM (MS).
(c) AGM (GS) and AGM (MS).
(d) President of Board and Secretary of Board, GM, AGM (GS),
and AGM (MS);Village Educator, Local News Reporter, Local
Development Worker and Few Consumers.
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Focus Group Discussions: What arc the opinions of the Directors, Consumer members
about the methods o f transparency in
Dircct Observations: Attend in an Annual General Meeting and a Monthly Meeting
with Media as an observer.

Question No.4:(a) What mechanisms are being practiced to ensure accountability of PBS
activities? What are the contents of each mechanism? How each
method works?

(b) Who is accountable to whom?

(c) To What extent are these methods effective?

(d) How the opinions o f consumer members, media-people, development
workers, RED and external delegates are accommodate in PBS
decision-making?

Areas of Conccrn:

Mechanisms to Ensure Accountability in PBSs
Annual General Meeting
Monthly Board Meeting
Monthly Meeting with Local News Media
Monthly Meeting with Local Developing Agencies
Annual Meeting with REB for PTA
Visitsof External Delegates

ook wWDN

Sources of Data:
Documents: (a) PBS By-laws and Policy Instruction 300

Interviews: (a) AGM (GS) and AGM (MS).
(b) AGM (GS) and AGM (MS).
(c) AGM (GS) and AGM (MS).
(d) President of Board and Secretary of Board, GM, AGM (GS),
and AGM (MS), Local News Reporter, Local Development
Worker and Few Consumers.

Focus Group Discussions: What are the opinions of the Directors, Consumer members
about the mechanisms of accountability in PBS?

Direct Observations: Attend in an Annual General Meeting, a Monthly Meeting

with Local News Media and a monthly meeting with Local
Developing Agency as an observer.
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Question No.5:(a) What kinds of strategies are applied to enhance competence in PBS?
what are the contents of these strategies? | low each strategy works?
(b) How efTectively has the |-[3eam form of Management been practiced
in your PBS to improve the Board-Managcment Interrelationship?
(c) What kinds of trainings have got? How far are these trainings elTective
to your practical needs?
(d) Please explain your duties/activities/tasks you perform in PBS. What
steps are taken to improve your performance reaching up to tlie
standards set by RHB Monitoring Unit?

Areas of Concern:
Strategies to Ensure Competence
1 I-Beam form of Management
2. Training Needs Assessment
3. Key Performance Indicators

Sources of Data:
Documents: (a) PBS By-laws and Policy Instruction 300

Interviews: (a) AGM (GS) and AGM (MS).
(b) President of Board and Secretary of Board, CM, AGM (GS).
(c)& (d)
1. President of the PBS Executive Commiltcc/Board of Directors

Secretary of the PBS Executive Committee

One Lady Adviser

General Manager (GM)

AGM (MS)/Power Use Coordinator

AGM (CO&M)/Junior Engineer

AGM (Finance & Accounts)/Accountanl

AGM (Engineering)/Junior Engineer

AGM (GS)/Enforcement Coordinator
. One Village Educator
. One Billing Assistant
. One Bill Messenger
. One Meter Reader
. One Lineman (Complain Center)
. One Line Technician (Complain Center)
. One Wiring Inspector
. One Meter Tester

©ooNo P, wd
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Focus Group Discussions: What are the opinions of the Directors, Consumer members
about the Strategies to ensure competence in PBS?

Dircct Observations: Overall observations.
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Palli Bidyut Samity (PBS) Customer Attitude Survey: Questionnaire

Name of Customer: Type of Customer:
Service No: Locality of Customer:

1.How far arc you satisfied to the application procec urc for PBS electric connection?

Highly Satisfied Satisfied Don’t Know Dissatisfied |lighly Dissatisfied

2. What is your comment on the PBS house-wiring program?
Highly Satisfied Satisfied Don’'t Know Dissatisfied  Highly Dissatisfied

3. What is your opinion about the “BS house wiring inspection?
Highly Satisfied Satisfied Don’'t Know Dissatisfied  Highly Dissatisfied

4. How far are you satisfied to the PBS meter readin o
Highly Satisfied Satisfied Don’t Know Dissatisfied  Highly Dissatisfied

5. How far are you satisfied to the PBS bill preparation?
Highly Satisfied Satisfied Don’t Know Dissatisfied  Highly Dissatisfied

6. How far are you satisfied to the PBS bill delivery?
Highly Satisfied Satisfied Don’t Know Dissatisfied  Highly Dissatisfied

7. How far are you satisfied to the PBS bill payment through bank?
Highly satisfied Satisfied Don’t know Dissatisfied  Highly dissatisfied

S.How much attentive arc PBS employees to your written complains?
Highly attentive Attentive Don’t know Indifferent Highly indifferent

9. How far are you satisfied to the one point service at PBS?
Highly satisfied Satisfied Don’t know Dissatisfied Highly dissatisfied

10. How far are Jou satisfied to the PBS office environment (physical facilities)?
Highly Satisfied Satisfied Don’t know Dissatisfied  Highly dissatisfied
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How much cordial arc i"BS orilcers to solve your problems?
Highly cordial Cordial Don’t know Indifferent I lighly incjiffcrent

12.How much load shedding is there on PBS service line in your locality'”
Too less Less Don’t know High Too high

13. How lar are “ou satistled to the quality ot'PBS’s posters, leailets etc.?
Highly satisfied Satisfied Don’t know Dissatisfied  1lighly dissatisfied

14. How much regular is the checking of service line m your locality?
Highly regular Regular Don’t know Irregular Highly irregular

5. How Far are you satislled with the system loss (non-technical) management of PBS?
Highly satisfied Satisfied Don’t know Dissatisfied  tfighly dissatisfied

16.How many times does the feeder line ofyour locality need repairing.®
Very few Few Don’t know Often Very often

6.How many times does your electric meter need repajnng™
Very few Few Don’t know Often Very often

18. What is your comment about the quality of voltage in PBS servicc line in your

locality/
Very good Good Don’t know Bad Very bad

19.Docs PBS regularly serve you notices about elections, annual general meetings etc.?
Very regularly Regularly Don’t know Irregularly Very irregularly

20. How much prompt is your PBS director in solving problems ofyour locality?
Too much prompt Prompt Don’t know Indifferent Too much indifferent

Your opinion (if any);
Signature of Interviewer: Date:

Signature of Interviewee; Date:
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Survey on Board of Dircctors/Lady Advisors of Dhaka Palli Itidyiit Samity-I

I. Name: 2. Area;
3. Age: 4. Education:
5. Profession: 6. Monthly Income:

7. Duly as Directors/ Lady Advisors in PBS: Duration

a) I'rom to
b) from to
c) from to
d) from to

8. Participation in Training Courses as PBS Director/Lady Advisor:

Subject of Training Venue Duration (Month/Day)

a)
b)
c)
d)

9. How far have these training courses helped you in directing PBS? (| ie only one)
1 2 3 4 5 6 7 8 9 10

10.Training courses in which you need to take part as PBS Director/Advisor:

8)
b)
c)
d)

I[gw cooperative is the hoard-management relationship in DPBS-1? (Tic only one)
9 3’ 4 5 6~1 7 1 8 r 9“1 10

Signature (optional)
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Survey on Managers of Dhaka Palli Hldyut Samity-I

2. Dcsignaliorv

3. Duty as manager in dilTcrent PBSs: Duration

a) Position:
b) Position:
c¢) Position:
d) Position:
e) Position:

4. Participation in PBS Training Courses as Managers:

Subject oi Traininu

a)
b)
c)
d)
e)
1)
9)
h)
i)
J)
k)

from
from

(Vom

froin
from

Venue

5 How far have these training courses

2

[

4

5

helped you in managing

6

7

Duration (Month/Day)

PBS? (Tic
rn N lo

6. Training courses in which you need to take part as PfJS Manager:

a)
b)
c)

Signature (optional)
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10.
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Focus Group Discussion with
Different Categories of Customers in Palli Bidyuf Saniity

Place: Date:

Service Number Signature

Recommendations:

a)
b)
c)
d)
c)

f)

Smnaturc of Anchorman & [jate
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Interview

Name of Interviewee
Jahan-ara Haquc,
Begum Rokeya I-laquo &
I lena Bugiim

Md. Wakilur Rahman

Kazi Humayun Kabir
Md. Lai Mia

Kamrul Hassan

Firoz Mahmud, Kazi
Mahbub,Jamince Sarker &
Miznur Rahman

Md. Schm

Md. Abul Kalam

Md. Abdul Hakim
Anisur Rahman

Md. Abu Taher

Anita Bardhan
Zakia Kamrun Nahar

Soleman Mollah

Hosnc Ara

Md. Sowkat Ali

K.M Rabiul Karim

Md. Abdus Shahccd

Md. Shahab Uddin Morol

Ibrahim Khalil
Md. Nazmus Sadik
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Audio Refcrcnces

Position
Lady Advisors, DPBS-I

Board of Director, DPBS-I

President and Director,
DPBS-I

Village Electrician, Dhamrai
Director, Directorate ol
Agriculture Extension,
Ministry of Agriculture. GOB
Local News Reporters of
different National Dailies,
Savar and Dhamrai areas.
Manager of Deep Tube well
Irrigation Scheme, Dhamrai
Village Advisor, Netrokona
PBS

AGM (COM), DPBS-I, HQ
Village Electrician,
Netrokona PBS

Power Use Coordinator, MS
Divion, Netrokona PBS
AGM (GS), Netrokona PBS
AGM (MS), Sherpur PBS

AGM (Finance), DPBS-I

Billing Assistant, DPF3S-1
Billing Supervisor, DPBS-I
AGM (MS), DPBS-1

DGM, Amin Bazar Zonal
on ice, DPBS-I

Wiring Inspector, Amin
Bazar Zonal Ofilce, DPBS-I
AGM (Eng.), DPBS-I, HQ
Onicial, Mrs Technological
Services Limited, Local
Consultant Firm.

| ape
OIB (16:30-30:30)

02B( 18:23-31:40)
03A (00:01-17:12)
063(00:01-14:20)
03B (09:37-26:37)
058 (12:04-16:32)
06A (09:00-14:50)
06A (14:51-24:56)

06B( 14:21-28:30)
07B (23:24-30:07)

08B (00:01-28:29)
09A (00:01-06:40)

09A (08:00-25:32)

09A (25:33-28:13)
09B (00:01-28:37)

09B-ad (00:01-01:57)

IOA (00:01-22:57)

|OA-ad (00:01-04:01)

IOA (22:58-24:00)
|OA (24:01-29:19)
IOB (00:01-30:18)
I 1A (00:01-22:03)

11A (22:04-28:53)
11A (00:01-06:51)
113(00:01-08:53)
110 (08:54-18:50)



Nsime of Interviewee
Md. Abdur Rahim

Md. Alauddin

Md. Mahbub 1"ossain
Md. Tayabur Rahman
Bashir Ahmed I'alukdcr
A.K.M Zahid Hossain
Abu Taleb

Dil Afroz Akhter

Md. Sarwar Hossain

Md. Wahiduzzaman

Dil Afroz Hossain Beauty

Md. Dauhidul Islam

Dhaka University Institutional Repository

Position

Wiring Inspector, Dhamrai
Zonal Onicc, DPBS-1
Assistant Junior Eng.,
Kahakayoir, DPBS-I

Meter Tester, Amin Bazar
Zonal OITice, DPBS-I

Meter Reader, Amin Bazar
Zonal Office, DPBS-1

Bill Messenger, Amin Bazar
Zonal on Icc, DPIJS-1
Lineman, Grade 1, Amm
Bazar Zonal Office, DPBS-1
Line l'echnician, Amin Bazar
Zonal Office, DPBS-1

One Point Service, DPBS-I

MQ
General Manager, DPBS-1

AGM(GS), DPBS-1

Plant Accountant, DPBS-1
HQ

Deputy Director, Training
Directorate, REB, Dhaka

Focus Group Discussion; One

Names of Participants

A.K.M Sirazul Islam, Kazi
Humayun Kabir, Md. Shah

Jahan, Md. Mizanur

Rahman & Md, Wakilur

Rahman

Position
Board of Directors, DPBS-1

| ape

| 1B (18:51-23:40)

| 1B-ad (00:01-04:50)
| 1B (23:41-31:02)

12B( 19:52-24:26)
12B-ad (00:01-04:32)
128 (24:27-27:01)
12B-ad (04:33-07:04)
I3A (00:01-03:08)

13A (03:09-10:28)
I3A (10:29-17:10)
13B (06:45-10:49)

14A(00:01-3I:12)
14A-ad (00:01-06:39)
4B (00:01-15:59)

15B( 13:58-31:314)

14B( 16:00-27:42)
14B-ad (00:01-02:01)
14B(27:43-31:16)
I4B-ad-fur (00:01-03:28)
13B-ad (00:01-20:20)

l'ape
03A(17:13-31:35)
03B (00:01-09:36)



Dhaka University Institutional Repository

Focus Group Discussion: Two

Names of Participants

Md. Abdul Mazid, Md.
Badal Mia, Md. Shah Jahan
Mia, Sabiha Begum &
Others.

Position

House Hold Customers, UUar

Dariapur, Kaliakayor

Focus Croup Discussion: | hree

Names of Participants

Md. Bachehu Mia, Shabesh
Ali, Md. Nizam Uddin, Md.
Rajjab Ali, Md. Ali Ilossain
& Others.

Position
Mostly Irrigation Customers,
Kalidash Patti, Dhamrai

Focus Group Discussion; Four

Names of Participants
Abdul Mannan,
Shahabuddin, Md. Shaheen,
Md. Shamsuddin Ahmed,
Sujon Talukder, Nizam
Uddin & Secretary of Kazia
Jamme Mosque

Position

Difl'erent Categories of
Customers, South Kazla,
Shyamgonj, Netrokona PBS

Focus Group Discussion: Five

Names of Participants
Md. Golam Rabbani, Md.
Abdul Halim, Wahed Ali,
Shahamat Ali, Md. Anwar
Hossain, Md. f'azal Haque,
Md. Shahjahan Ali &
others.

Position

Different Categories of
Customers, Kushum Hati,
Sherpur PBS.

Focus Group Discussion: Six

Names of Participants

Md. Shamsuzzaman
(Sentu), Md. Zakir Hossain,
Shah Alam, Joyonta Kumar
Sarker, Md. Abul Bashar,
Md. Amin & Md. llillal.

Position
Industrial and Commercial
Customers of Amin Baliir

Zone, DPBS-1

| ape
04A (07:26-31:48)
04B (00:01-24:25)

l'ape
05A (00:01-31:43)
05B (00:01-12:03)

l'ape
073(00:01-23:33)

1’ape
08A (00:01-30:35)

rape
15A (00:01-31:15)
I5B (00:01-13:57)
15B-ad (00:01-03:45)
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Direct Observations:

Events
Monthly Samity Board
Meeting, DPBS-I HQ

Foreigners’ Visit at DPBS-I

Computer Training at
DPBS-I

Bill Payment at Krishi
Bank, Dhamrai

PBS Director’s Hlection at
Kaliakayor Thana 11Q

Bill Payment at Dhaka
Bank, Amin Bazar Branch

Annual General Meetmg
(under Injunction by the
High Court), DPBS-1 HQ,
01/01/2004.

Annual General Meeting,
DPBS-1 MQ, 10/01/2004

Monthly Staff Meeting,
Amin Bazar Zonal Office,
DPBS-1

Village Energization
Meeting, Sialpur, Dhamrai,
DPBS-|

Dhaka University Institutional Repository

Persons Encountered
Directors, Lady Advisors,
General Manager, Deputy
General Managers, Assistant
General Managers.

Delegates of India, Sri Lanka,

Bhutan and Nepal

Employees like Plant
Accountant, Billing
Assistants

PBS Consumers in queue.
Employees at Counter &
Manager of the Bank

Presiding Oflicers, Poling
Agents, Election
Commissioner, One
Candidate & EXxit Voters.

PBS Consumers in queue.
Employees at Counter &
Manager of the Bank

Cross Section of Officials,
Disgruntled Petitioners for
High Court Injunction

Cross Section of Consumers
& PBS Officials.

DGM, AGM(COM)&all
Other Employees of Ainin
Bazar Zonal Office.

President, Secretary and
Other Board Directors, GM,
DGM (Dhamrai), Executive
Eng. (REB), Villagers.

l'apc
OIA (00:01-31:47)
01B (00:01-16:30)

02A (00:01-30:38)
02B (00:01-13:39)

02B (13:40-18:22)

03B (26:38-31:48)
03B-ad (00:01-05:08)

04A (00:01-07:25)

04B (24:26-30:07)

05B (16:33-31:42)
06A (00:01-09:00)
06A (24:57-3 1:38)
06A-ad (00:01-05:56)

06B (28:31-31:20)
07A (00:01-18:18)

12A (00:01-30:00)
12B(00:01-19:51)

13A(17:11-31:03)
13B (00:01-06:44)
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