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Press Release (PR-09-04) 

Quality of electricity supply improved by regulators’ incentive-penalty regimes 
· Guaranteed Standards or else “your money back” work best

· Unplanned electricity supply interruptions are falling in Europe
· Europe’s voltage quality standard needs to be improved
Today the Council of European Energy Regulators (CEER1) published its 4th Benchmarking Report on the Quality of Electricity Supply2. It deals with 3 types of electricity quality: the speed and accuracy with which electricity customer requests are handled (commercial quality); the availability of electricity (continuity); and its technical properties (voltage quality).
Lord Mogg, CEER President, said “In order to ensure that quality is not compromised as electricity companies seek to cut costs, more and more regulators have introduced electricity quality incentive/penalty regimes.”
Guaranteed Standards or else “your money back” work best 
“Commercial quality” relates to the customer service provided by Distribution System Operators (DSOs) and/or electricity suppliers, such as the response time for solving billing complaints. Commercial quality standards exist in several countries for (1) connection; (2) customer care; (3) technical service; and (4) metering and billing3. Many regulators set “Guaranteed Standards” (GS)4 for electricity DSOs whereby the company has to pay compensation to the electricity customer if it does not meet the customer service standards set by the regulator. The most frequently applied standards are aimed at supply availability, such as restoring supply as fast as possible after a disconnection due to a non-payment. In addition, regulators can also issue financial penalties through “Other Available Requirements” (OARs) which set minimum standards to be applied by DSOs and suppliers.
Lord Mogg stated “Money-back Guaranteed Standards or setting minimum requirements where the regulator can impose a sanction are the best tools for ensuring proper customer service. GSs allow customers to get money back from their electricity company if it doesn’t provide an adequate service. CEER has benchmarked the quality of electricity supply and service across Europe. Now we will work with consumer associations to make sure that electricity consumers are aware of their entitlements. For example, in Hungary, a householder can claim €20 compensation if the distribution company doesn’t keep its appointment within 4 hours of the agreed time, whereas in Italy it is €30 within 3 hours.”5
Unplanned electricity supply interruptions are falling in Europe

The report shows that the continuity of supply is improving, with customer minutes lost per year decreasing almost continuously since 2002, and the number of unplanned interruptions (excluding exceptional events) stabilising. CEER is working with CENELEC6 to develop harmonised continuity indicators7, so as to improve the effectiveness of monitoring schemes, which already exist in at least 21 countries.
Lord Mogg stated “For regulators to set continuity standards firstly requires robust and reliable data. This we now have, allowing us to monitor supply availability. The fewer the interruptions and the shorter they are, the better for Europe’s consumers and businesses.” 

Europe’s voltage quality standard needs to be improved
Lord Mogg stated “Dips or swings in voltage can cause severe problems for customers and can carry heavy costs for businesses8. It is necessary to have an appropriate voltage quality standard. CEER is not satisfied with the current European norms for voltage quality. Thus, we have been cooperating with CENELEC on the revision of the current standard (EN 50160) in a way which adequately meets consumers’ needs.” 
23 February 2009
Ends (see Note for Editors on next page)

Notes for Editors:

1. The Council of European Energy Regulators (CEER) is the body through which Europe’s national energy regulators voluntarily cooperate. CEER is a “not-for-profit” association under Belgian law. CEER is a preparatory body for the work of the European Regulators Group for Electricity and Gas (ERGEG), the European Commission’s formal advisory group of energy regulators on internal energy market issues in Europe. While ERGEG’s work focuses on a single-EU energy market, the CEER’s work is broader, dealing with issues such as benchmarking of quality of supply or international regulatory cooperation. Since its inception in 2000, the CEER has included quality of supply as one of its main activities. The first benchmarking report was published in the year 2001. See www.energy-regulators.eu.
2. Setting continuity and customer service standards in the energy regulatory framework firstly requires robust and reliable data. This 200-page 4th Benchmarking Report on Quality of Electricity Supply 2008 contains extensive data. Some examples include the number of customer minutes lost per year for planned and unplanned interruptions; measurements of harmonic voltages; or the response times to customer complaints. 21 regulators provided data on commercial quality, such as DSO’s response time for cost estimations of simple works; time for connecting new LV customers to the network; time between the signing of a contract and the start of supply. 
3. The customer concludes either a single contract with the supplier or separate contracts with the supplier and the Distribution System Operator (DSO). In order to simplify the approach to the complex issue of “commercial quality”, indicators relating to commercial quality have been grouped into four main groups shown in table 4.3 of the report.

	Group
	Standard
	DSO
	SP
	USP
	Total

	I.

Connection
	Cost estimation for connection
	12
	
	
	12

	
	Time between signing contract and the start of supply
	10
	
	
	10

	
	Time for response to customer claims for network connection 
	13
	
	
	13

	
	Time for connecting new LV customers
	11
	
	
	11

	II.

Customer care
	Punctuality of appointments with customers
	7
	
	
	7

	
	Response time to customer complaints in writing
	12
	6
	8
	26

	
	Response time to customer queries in writing
	10
	
	
	10

	
	Response time, queries on costs and payments
	10
	
	
	10

	III.

Technical service
	Time for answering a voltage complaint 
	12
	
	
	12

	
	Time until restoration following failure of DSO fuse 
	11
	
	
	11

	
	Time for giving information on a planned outage
	13
	
	
	13

	IV.

Metering and billing
	Time for meter inspection in case of meter failure
	7
	
	
	7

	
	Time from notice-to-pay until disconnection 
	15
	8
	8
	31

	
	Time for restoration of power supply following disconnection due to non-payment
	14
	7
	8
	29

	
	Yearly number of meter readings by the designated company 
	11
	
	
	10


Table 4.3 - Number of countries where commercial quality standards (GSs, OSs or OARs) are in force, per group and per company type (where DSO = Distribution System Operator, S = ordinary Supplier, USP = Universal Service Provider)
The most frequent customer service standards applied by regulators are for DSOs (ranging from 7-15 customer service standards depending on the country). For Suppliers and Universal Service Providers, only three standards are in force for supply (which is a free-market activity) and even then only in 15-25% of countries.  

4. The report details the number and type of “commercial quality” standards, and the amount of compensation to be paid in the case of Guaranteed Standards (GSs). A regulator can choose to apply either (a) an Overall Standard (OSs) which sets the minimum percentage (90%) of transactions that must be met with a timeframe or (b) a Guaranteed Standard, by which each individual customer is financially compensated if the standard is not met. For some GSs, the customer needs to make a claim, whereas for others the payment is automatic. In addition to GSs and OSs, regulators can set “Other Available Requirements” (OARs) in regulation in order to achieve a certain quality level – if not met, the regulator can issue a sanction (e.g. a financial penalty). 
	Country
	Guaranteed standards (GSs)
	Overall standards (OSs)
	Other available requirements (OARs)
	Total

	Austria
	
	10
	1
	11

	Belgium-Flemish
	
	
	8
	8

	Belgium-Walloon
	
	6
	
	6

	Cyprus
	10
	
	3
	13

	Czech Republic
	11
	
	
	11

	Estonia
	
	4
	3
	7

	Germany
	
	
	1
	1

	Hungary
	16
	4
	
	20

	Italy
	8
	4
	4
	16

	Latvia
	
	1
	15
	16

	Lithuania
	
	
	12
	12

	Luxembourg
	
	
	9
	9

	Norway
	
	
	12
	12

	Poland
	
	
	8
	8

	Portugal
	7
	4
	1
	12

	Romania
	
	12
	
	12

	Slovenia
	6
	2
	9
	17

	Spain
	9
	2
	
	11

	Sweden
	
	
	4
	4

	United Kingdom
	6
	
	1
	7

	Total 
	73
	49
	91
	213


Table 4.1 –Number of commercial quality standards for each country (requirements for market opening are not included in the calculation)

The Hungarian regulator followed by the Czech regulator sets the largest number of Guaranteed Standards (16 and 11 respectively). 

The tables below summarise the “commercial quality” standards available across the four groups (1) connection (2) customer care (3) technical service and (4) metering and billing.  
	Quality indicator (Group I)
	Countries 
(grouped by type of standard)
	Standards1
(median value and range)
	Compensation2 (median value, only GS)
	Company involved 

	Time for response to customer claims for network connection
	GS: CY, CZ, ES, HU, SI3 
OS: AT, BE(Walloon), EE, LV, RO
OAR: LT, LU, NO
	14 working days 
(range 8-30)
	30 €
	DSO

	Time for cost estimation for simple works
	GS: CY, HU, ES, IT, SI3, UK
OS: AT, BE(Walloon), EE, PT 
OAR: BE(Flemish), NO 
	14 working days (range 5-90)
	30 €
	DSO

	Time for connecting new LV customers to the network
	GS: CY, ES, IT, LT, SI3
OS: AT, BE(Fle), PT
OAR: BE(Wal), LU, NO
	15 working days (range 6-30)
	30 €
	DSO

	Time between signing contract and the start of supply
	GS: HU, ES, IT, SI3
OS: AT, BE(Walloon), PT
OAR: DE, LV, NO
	6 working days (range 2-14)
	30 €
	DSO, SP/USP

	Legend: GS guaranteed standards; OS overall standards; OAR: other available requirements

Notes

1. when differentiated, only standards for LV customers have been considered

2. when differentiated, only compensation applicable to household customers has been considered

3. regulatory proposal, currently under consultation


Table 4.6 - Commercial quality standards for connection-related activities

	Quality indicator 
(Group II- Answering customer letters)
	Countries 
(grouped by type of standard)
	Standards1
(median value and range)
	Compensation2 (median value, only GS)
	Company involved 

	Response time to customer queries in written form
	GS: CY, ES, HU
OS: IT, PT, RO 

OAR: LT, LV, NO, SI
	15 working days (range 5-30)
	20 €
	DSO

	Response time to customer complaints in written form
	GS: CY, CZ, ES, HU, PT 
OS: IT
OAR: BE(Flemish), NO, LT, LV, SI, UK
	15 working days (range 5-30)
	20 €
	DSO

	
	GS: CZ, HU
OS: IT, RO

OAR: LT, LV
	15 working days (range 5-30)
	20 €
	SP

	
	GS: CZ, HU, PT 
OS: EE, IT, RO
OAR: LT, LV
	15 working days (range 5-30)
	20 €
	USP

	Response time, queries on costs and payments
	GS: CY, ES, HU, UK
OS: AT, SI, RO
OAR: NO, LT, LV
	15 working days (range 2-300)
	20 €
	DSO

	
	GS: HU
	15 working days
(only 1 country)
	20 €
	SP/USP

	Legend: GS guaranteed standards; OS overall standards; OAR: other available requirements

Notes

1. when differentiated, only standards for LV customers have been considered

2. when differentiated, only compensation applicable to household customers has been considered


Table 4.8 - Commercial quality standards for connection-related activities (customer care)
	Quality indicator (Group III)
	Countries 
(grouped by type of standard)
	Standards1
(median value and range)
	Compensation2 (median value, only GS)
	Company involved 

	Time for giving information on a planned outage
	GS: CY, CZ, ES, HU, UK
OS: AT, BE(Walloon), EE, SI
OAR: IT, LT, LU, LV, NO
	2 days
(range: 1-20)
	20 €
	DSO

	Restoration time in the case of failure of DSO fuse
	GS: CY, CZ, HU, IT3, PT, UK, 
OS: BE(Walloon) 
OAR: BE(Flemish), LT, LV, NO, SI
	4 hours 
(range: 2-24)
	20 €
	DSO

	Time for answering voltage complaints
	GS: CY, CZ, HU, IT4, PT, UK, 

OS: RO

OAR: BE(Flemish), LT, LV, NO, SI
	15 working days
(range 8-120)
	20 €
	DSO


Table 4.10 - Commercial quality standards for technical customer service

	Quality indicator (Group IV)
	Countries 
(grouped by type of standard)
	Standards1
(median value and range)
	Compensation2 (median value , only GS)
	Company involved 

	Time for meter inspection in case of meter failure
	GS: HU, IT4, SI3, 

OS: RO
OAR: BE(Flemish), EE, LT, PL
	10 working days 
(range 5-23)
	20 €
	DSO

	Yearly number of meter readings by the designated company
	GS: PT
OS: AT, ES, HU
OAR: CY, IT, NO, PL, SE, SI3
	at least 1 reading/year 
(range: 1-12)
	18 €
	DSO

	Time from notice-to-pay until disconnection
	GS: none
OS: AT, ES, HU, RO 
OAR: BE(Flemish), CY, IT, LT, LU, LV,  NO, PL, PT, SE, SI
	14 working days 
(range 2-90)
	N/A
	DSO

	
	GS: none
OS: AT, HU, RO 
OAR: EE, IT, LT, LU, LV, PL, SE, SI
	14 working days 
(range 8-90)
	N/A
	SP/USP

	Time for restoration of power supply following disconnection due to non-payment
	GS: CZ, HU, ES, IT, PT 
OS: AT 
OAR: BE(Flemish), CY, LT, LU, LV, PL, SI
	2 days 
(range 1-5)
	25 €
	DSO

	
	GS: CZ, HU

OS: RO 
OAR: AT, EE, LV, LU, PL, SI
	2 days 
(range 1-5)
	20-40 €
	SP/USP

	Time for solving billing complaints
	GS: HU, IT, LV
	15 days
(range 15-90)
	20-30 €
	SP

	
	GS: HU, IT, LV, PT
OS: EE
	15 days
(range 15-90)
	25 €
	USP


Table 4.11 - Commercial quality standards for metering and billing 

	Legend for table 4.10 and 4. 11: GS guaranteed standards; OS overall standards; OAR: other available requirements

Notes

1. when differentiated, only standards referred to LV customers have been considered

2. when differentiated, only compensation applicable to household customers has been considered

3. applicable to failure of the meter if it provokes an interruption of supply

4. enforced as GS from 2008; OS until 2007


	Quality indicator (Group II)
	Countries 
(grouped by type of standard)
	Standards1
(median value and range)
	Compensation2 (median value and range)
	Company involved 

	Punctuality of appointments with customers
	GS: CY, CZ, HU, IT, PT, SI3, UK 
	3 hours
(range 2,5 - 4 hours)
	25 €
(range 18-80)
	DSO

	Legend: GS guaranteed standards; OS overall standards; OAR: other available requirements

Notes

1. when differentiated, only standards referred to LV customers have been considered

2. when differentiated, only compensation applicable to household customers has been considered

3. regulatory proposal, currently under consultation


Table 4.9 - Commercial quality standards for punctuality of appointments with customers

5. The European Committee for Electrotechnical Standardization (CENELEC) is responsible for standardization in the electrotechnical field. On 13th January 2009 the CEER and CENELEC Presidents (Lord Mogg and Mr. Harting) signed a Memorandum of Understanding on cooperation and exchange of information. See Press Release.
6. “Continuity of Supply” monitoring. All 21 countries monitor unplanned interruptions of long duration. The definition of “long” varies but it is typically 3 minutes or more.

	Country
	Long interruptions
	Short interruptions
	Transient interruptions
	Unplanned interruptions
	Planned interruptions

	Austria
	X
	
	
	X
	X

	Belgium (Brussels region)
	X
	
	
	X
	X

	Belgium (Federal)
	X
	X
	
	X
	

	Belgium (Flemish region)
	X
	X
	
	X
	X

	Belgium (Walloon region)
	X
	
	
	X
	X

	Czech Republic
	X
	
	
	X
	X

	Denmark
	X
	X(4)
	
	X
	X

	Estonia
	X
	
	
	X
	X

	Finland
	X
	X
	
	X
	X

	France
	X
	X
	X(2)
	X
	X

	Germany
	X
	
	
	X
	X

	Hungary
	X
	X
	X
	X
	X

	Italy
	X
	X
	X
	X
	X

	Lithuania
	X
	X
	
	X
	X

	Luxemburg
	X
	
	
	X
	X

	the Netherlands
	X
	
	
	X|
	X(3)

	Norway
	X
	X
	
	X
	X

	Poland
	X
	X
	
	X
	X

	Portugal
	X
	X(1)
	
	X
	X

	Romania
	X
	
	
	X
	X

	Slovenia
	X
	
	
	X
	X

	Spain
	X
	X
	
	X
	X

	Sweden
	X
	
	
	X
	X

	United Kingdom
	X
	X
	
	X
	X

	(1) In Portugal, all interruptions (including short ones), are monitored at transmission level. But in accordance with the quality of service code, only long interruptions are reported.

(2). In France, TSO monitors transient interruptions, but does not calculate any specific indicators for transient interruptions.

(3) In the Netherlands, planned interruptions are only monitored from 2006. 

(4) In Denmark, all interruptions lasting 1 minute or more are monitored.


Table 2.1 – Types of interruptions monitored in the different countries

7. Several European countries have estimated customers’ costs related to short and long interruptions over the past years and decades. A large consensus exists regarding the methodology for assessing customer costs for long interruptions and the available empirical work is rich in applications. On the contrary, the economics of voltage quality is not yet a consolidated subject. Table 3.13 summarises the countries where voltage quality monitoring systems are in place, since when and the number of monitoring units. Currently eleven European countries have voltage monitoring systems in place. However, the voltage quality data in Europe suffers from a lack of harmonisation (e.g. type of network to be monitored; number and percentage of network points to be monitored and criteria of selection of network points under monitoring; voltage quality disturbances to be monitored and type of monitoring: continuous, rolling, etc.).
	Country
	Period of monitoring
	Number of measuring units installed

	
	
	EHV and HV
	MV
	LV
	total

	Belgium Federal

Belgium Flemish

Belgium Wallonia

Belgium Brussels
	Not available
	223

nd

0

-
	5

nd

137

-
	0

nd

0

-
	228

nd

137

-

	Czech Republic 
	Transfer points TS/DS since 1/1/2006

Delivery points 110 kV since 1/1/2007
	20 at 220/110 kV

42 at 400/110 kV
	
	
	62

	Denmark
	Since 2007
	
	8
	
	

	France 
	Since 1995
	636 
(of which 3% in MV)
	About 30,000
	
	About 30,636

	Greece
	Since 2008
	
	
	500
	500

	Hungary 
	Since 2003
	
	
	400
	400

	Italy 
	MV since February 2006

HV and EHV since January 2007
	165
	600
	
	765

	Luxembourg
	Depends on system operator as previously (prior to new electricity act) not mandatory.
	
	nd
	nd
	nd

	the Netherlands
	Since 2004 (EHV and HV)

Since 1996 (for all DSOs)
	8 (220-380 kV)

20 (50-150 kV)
	60(1)
	60(1)
	148(1)

	Norway
	Since 2006 (2)
	nd(2)
	nd(2)
	(2)
	nd (2)

	Portugal 
	2006(3)
	64
	90
	131
	285

	(1) Several monitoring instruments to perform yearly at least 60 measurements of 1 week each at both the MV and LV network.

(2) In Norway a previous voluntary monitoring campaign was also carried out 1993-2003; see annex for more information.

(3) In Portugal the number of units has been increasing since 1999; the first year that ERSE received information about voltage quality characteristics.


Table 3.13 – Voltage Monitoring Systems in Operation: number of measuring units at different voltage levels (nd: not declared – it means that there are instruments working, but how many is unknown)

Voltage disturbances monitored in the different countries are presented in Table 3.16 of the report. 

	Voltage disturbance
	Belgium
	Czech Republic
	France
	Greece
	Hungary
	Italy
	the Netherlands
	Norway
	Portugal

	Power frequency (1)
	HV
	HV
	EHV, HV
	LV
	
	EHV, HV
	
	
	All

	Supply voltage variations
	HV, MV
	HV
	EHV, HV, MV
	LV
	LV
	EHV, HV, MV
	All
	
	All

	Single rapid voltage changes
	
	HV
	
	LV
	
	EHV, HV, MV
	All
	EHV, HV, MV
	

	Flicker
	HV, MV
	HV
	EHV, HV
	LV
	
	EHV, HV, MV
	All
	
	All

	Voltage unbalance
	HV
	HV
	EHV, HV
	LV
	LV
	EHV, HV, MV
	All
	
	All

	Harmonic voltages
	HV, MV
	HV
	EHV, HV
	LV
	LV
	EHV, HV, MV
	All
	
	All

	Voltage dips
	HV
	HV
	EHV, HV, MV
	LV
	LV
	EHV, HV, MV
	
	EHV, HV, MV
	All

	Voltage swells
	HV
	HV
	MV
	LV
	LV
	EHV, HV, MV
	
	EHV, HV, MV
	

	Transient overvoltages
	
	HV
	
	LV
	
	
	
	
	

	Interharmonic voltages
	
	HV
	
	LV
	
	
	
	
	

	Mains signalling voltages
	
	HV
	
	LV
	
	
	
	
	

	(1) In all countries the power frequency is monitored and managed by the interconnected European transmission system operators and international system operation agreements. This table only refers to what is monitored by voltage quality instruments in place for continuous monitoring.


Table 3.16 – Voltage disturbances currently continuously monitored in different European countries

