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Presenter
Presentation Notes
Service quality respects to every aspects of the relationship between the customers and the operators and service providers



.

Commercial quality of service in the E. Sector in Portugal

Customers

Continuity of

supply
Voltage quality

Commercial
quality

Distribution
system
operators (DSO)

Distribution
system operators
(DSO)

Service
providers
(SP)



Presenter
Presentation Notes
Service quality divides into these main subjects. We will address, in this presentation, only the commercial quality part of the electricity sector.



Commercial quality of service in the E. Sector in Portugal

e

Connection

Availability for
activation of supply

Availability for
deactivation of supply

Customer

Care

(" N
Punctuality of
appointments with
customers
. J
( )

Waiting time in
customer centres and
call centres

g

J

-

Response time to
customer complaints in

~N

Technical

Service

( )

Time until restoration
following failure of DSO
fuse

N\ J

( )

Time until restoration
following disconnection
due to non-payment or
other customers’ fault

writing
g J
( )
Response time to
customer queries in
writing
g _J

Metering

and Billing

Frequency of meter
readings

& J



Presenter
Presentation Notes
So, all the subjects of commercial Quality of Service can be divided into 4 big groups, which are also used for benchmarking purposes. These are the subject that are currently addressed in Portugal.
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Presenter
Presentation Notes
To evaluate this subjects, we define quality dimensions to be measured or compared. Usually it is Time. Should there be others? The accuracy of answers should be valued! And clients’ satisfaction! Or other dimensions. But are they measurable?
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Presentation Notes
There may be ways to measure the other dimensions but Time still remains the most simple way to measure the commercial quality of service.
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Indicators, standards and compensations


Presenter
Presentation Notes
With time in mind, let’s see how we use it to construct our standards and how compensations work.



Indicators, standards and compensations

SUBJECT

OVERALL INDICATORS

STANDARD APPLICABLE

.. . . in person services with waiting time < 20 min
Waiting time in (in person services with waiting time < 20 min)+ Not Defined DSO ‘f’md
customer centres +(in person services with waiting time > 20 min)+ Suppliers
+(dropouts with waiting time > 20 min)
o . . calls for reporting of failures with waiting time <60 s
Waiting time in call (calls for rep. of failures w/waiting time < 60 s)+ 85% DSO ?-nd
centres +(calls for rep. of failures w/waiting time > 60 s)+ Suppliers
+(dropouts w/waiting time > 60 s)
. . . commercial scope calls with waiting time <60 s
Waiting time in call (com. scope calls with waiting time < 60 s)+ 85% bSO ?“d
centres +(com. scope calls with waiting time > 60 s)+ Suppliers
+(dropouts w/waiting time > 60 s)
Response time to
customer queries in queries answered < 15 work days/ . . 90% gio I?(:rz
writing queries received pp
Response time to
customer queries in sum of answering times/ ‘ Not Defined TSO
writing queries received
Fr n f meter Electricity
equency o mete meter readings made within less than 96 days after the last one/ 92% DSO and
readings Total meter readings Suppliers



Presenter
Presentation Notes
These are the overall indicators and their minimum levels, or standards, as defined by the quality of service regulation in Portugal.
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Presentation Notes
Let’s see: these overall indicators cover these subjects…
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Presentation Notes
But what about these others? What do we do with them? Are they less important?
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GUARANTEED INDICATORS GOALS

Response time to customer complaints
in writing

DSO: within 15 working days

Suppliers: term defined contractually with each customer (within 15 working days)

Availability for activation of supply

DSO must be able to schedule an activation of supply within the next three working days

Availability for deactivation of supply

DSO must be able to schedule a deactivation of supply within the next three working days

Punctuality of appointments with
customers

DSO: arrival must be within a set interval of time no longer than two and a half hours (2h30m)

Customer: must be present during the 2h30 interval until the DSO arrives at the premises

Cancelling or rescheduling is allowed until 17h00 of the previous working day, to both customers and DSO

Time until restoration following failure
of DSO fuse

The DSO must arrive at the customer’s premises within two hours for priority customers and within four
hours for other customers.

If a low voltage customer communicates between 0h00 and 8h00, then the counting of the arrival time
begins only at 8h00.

Time until restoration following
disconnection due to non-payment or
other customers’ fault

The suppliers must request the reactivation to the DSO within 30 minutes after the correction of the
situations (between customers and suppliers) that led to the deactivation.

Electricity Sector

The DSO must arrive at the customer’s premises to perform the reactivation within:

-4 hours if the customer pays the urgent reactivation fee;

- 12 hours for low voltage customers;

- 8 hours for other customers.



Presenter
Presentation Notes
Actually they’re so important that they are address by guaranteed indicators. These apply to each and every customer!
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Presenter
Presentation Notes
If the companies fail to comply with the guaranteed indicators they are obliged to pay compensations to the affected customers.



Indicators, standards and compensations e

* Compensations

Distribution
system
operators (DSO)

Customers

Suppliers or How much?

service
providers 20 E U R
(SP)

When?

Failure on clients’ premises wiring for which customers
are responsible

Absence in appointments to visit customers’ premises



Presenter
Presentation Notes
If the failing is on the customer’s part, then he has to pay compensation.
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How are indicators, standards and minimum levels defined?
How are compensation values defined?

International References

e [taly, Spain, United Kingdom...

History

e Historic values from companies

Optimization of resources

e |f too demanding it creates unnecessary higher costs

Applicability

* Has to be simple to understand and apply

Satisfaction surveys

* What do customers prefer or value? Does the regulator know?


Presenter
Presentation Notes
We’ve seen the indicators: overall, guaranteed, the standards and the minimum levels… But how are they defined? We’ll get back to these questions…
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Presenter
Presentation Notes
To do that and to exercise and improve regulation we need information.
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Information and improvement of regulation

= i Distribution system operators and service
” providers have to...

Publish yearly Quality of Service Reports

e Content and deadline defined by regulation
e Understandable by the general public

Inform the regulator

e |ndicators and compensations data
e Keep all information necessary for the verification of compliance

e Auditing results


Presenter
Presentation Notes
According to the current regulation, companies have to send information to the regulator about all the subjects addressed in standards.
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Presenter
Presentation Notes
With the information provided, we present, periodically and in the yearly report, some nice graphics and tables. However, how reliable is the data provided by companies?
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Presenter
Presentation Notes
Enter the traditional tools (weapons) of the regulator. When you meet with people it is easier to understand the difficulties they experience on getting the information, if they are sure about what they present, etc. Mystery client…
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Presenter
Presentation Notes
With all these tools, we “cook them up” and they allow us to check, verify….
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Presentation Notes
All this information gives us knowledge of what is going on but gives us also questions? Remember that all this regulation has an expiration date, after which we must create a new regulation that is, we hope, better than the last. 



ERSE

ENTIDADE REGULADORA
DOS SERVICOS ENERGETICOS

Customer participation, special needs and priority customers


Presenter
Presentation Notes
That is how we monitor and exercise commercial service quality regulation. There is yet a very important subject that we would like to address:



.

Customer participation, special needs and priority customers

—[ Customer participation }

e ERSE consults consumer associations and disabled consumer
associations about matters of their interest and in the
elaboration of brochures



Presenter
Presentation Notes
Customers’ associations are consulted and have seats at ERSE’s councils. We consult directly with them also on several occasions.
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—[ Special needs customers }

e Who are they?

Visually impaired or weak sighted
Hearing impaired or hard of hearing

Mute

mmmm  SErvice providers and operators duties

e Set up a Special Needs Register

* Pay special attention to guarantee them the same level of quality of service
(Invoices in Braille, meetings with special needs citizens associations, etc.)

e Report to the regulator on specific measures taken to address the specific needs
of these consumers
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—[ Priority customers }

e Who are they?

Customers for whom survival or mobility depend on equipment whose functioning is
secured by the electricity network

Facilities that provide fundamental services, for which the interruption of supply causes
severe disturbance to their functioning

* Hospitals, fire departments, national security facilities, prisons, etc.

s Service provider and operator duties

e Priority in the reconnection of supply following unplanned
interruption, faster reconnection

e Individualized prior notice in case of planned interruption
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Lessons learned


Presenter
Presentation Notes
Finally, a small summary of what we’ve learned in the last few years and, as always, questions for the future, because it is never a finished subject, economy changes, technology changes, we must keep up with the changes.


Lessons learned

Lessons learned

s

Gathering and quality of data

\-
[

Progressive demand in commercial quality of service levels

\-
[

AN

Adaptation to new technology (smart metering, smart networks, mobility...)

-
-

AN

Take into account customers’ expectations

-
-

Publication of quality of service results

\
>
Permanent monitoring and checking of information

Periodic contacts and meetings
.

AN
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