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EXECUTIVE SUMMARY

The Regulated Industries Commission (RIC) is mandated under Section 6 of Act No. 26 of 1998,
to prescribe standards of service, monitor and ensure compliance, and impose sanctions for non-
compliance. In carrying out these functions, the RIC implemented Quality of Service Standards
(QSS) for the Electricity Transmission and Distribution Sector in April 2004, with a commitment
to regularly review and update them. On the basis of the experience gained from the ongoing
monitoring and analysis of the standards, the RIC assessed the performance of the Trinidad and
Tobago Electricity Commission (T&TEC) under these standards and made changes that would
help improve the quality of service. Hence, the standards were revised and these became
effective on 31% December 2009. The changes, however, were implemented from April 2010 by
mutual agreement between T&TEC and the RIC.

This is the seventh Annual Performance Report by the RIC. It presents an analysis of the
performance of T&TEC with respect to the Quality of Service Standards for 2010. The report
examines the performance of T&TEC in each of the Guaranteed and Overall Standards, presents
explanations for poor performance and compares the performance with that of the previous year

where applicable.

Summary of Performance under Guaranteed Standards

Guaranteed Standards are those that set service levels that must be met in each individual case by
the service provider. These standards also carry compensatory payments to the affected
customers if the utility fails to provide the level of service required. They generally relate to the
relationship between the utility and the individual customer. At present, there are eight
guaranteed standards for T&TEC, and all but the first Guaranteed Standard, GES 1 carry

automatic compensatory payments for breaches.

In 2010, T&TEC recorded 21,381 breaches, an increase of 34% over the 15,973 breaches
recorded in 2009. Guaranteed Standard, GES 1, (Response and Restoration Time) accounted for
the highest number of breaches (7,889) in 2010, an 89 % increase over the 2009 figures. The
next highest number of breaches (6336) occurred under GES 6 (Responding to Billing and

ES1



Payment Queries), followed by GES 2 (Billing Punctuality) with 5,968 breaches. Together,
these three standards accounted for 94% of all of the breaches for the year 2010.
Table ES1 - Compliance under Guaranteed Standards, 2010
Code Service Performance 2010 Compliance
Description Measure Rates (%)
GES1 Response and restoration time after| Time for restoration of supply to
unplanned (forced) outages on the | affected customers within 10 hours 99 7
distribution system.
GES2 Billing Punctuality (new Time for first bill to be mailed after
customers) service connection:
(a) Residential — within 60 days 68.0
(b) Non-Residential —within 30 days 29.0
GES3 | Reconnection after payment of R@stgre supply after payment is made
overdue amounts or agreement on | Within 24 hours 99.5
payment schedule
GES4 Making and keeping
appointments Where required, appointments will be 100.0
made on a morning or afternoon basis
GES5 Investigation of Voltage
Complaints (1) Response - All voltage complaints 98.0
to be responded to within 24 hours.
(i1) Rectification- All voltage 992
complaints to be rectified within 15 )
working days.
GES6 | Responding to billing and Substantive reply within 15 working
payment queries. days. 72.7
GES 7 | New connection of supply Service drop and meter to be installed
o . 92.9
within 3 working days.
GES 8 Payments owed under guaranteed 6)] Residential UTC
standards (i1) Non- residential UTC

UTC — Unable to Compute (inaccurate data)

The assessment of T&TEC’s performance against the revised guaranteed standards for 2010 is

presented in table ES1 above.

Generally, the level of performance under the guaranteed

standards varied from standard to standard. For the standards where there was good compliance,

it remained so throughout and where performance was bad, that persisted in all quarters. GES 1

(Response and Restoration Time) has always had a high compliance rate. However, because of

the large number of customer outage incidents, the number of breaches is usually large (7,889)

ES2




when compared with the number of breaches occurring under the other standards. There was
marginal improvement observed under three (3) of the Guaranteed Standards (GES 2, GES 4 and
GES 5), when compared with figures from 2009.

From April 2010, when the revised QSS were implemented, all breaches except those under GES
1, were to be compensated by automatic payments. Due to the limited functionality of the outage
management module of the Advanced Metering Infrastructure (AMI), T&TEC is not yet able to
identify the individual customers affected by breaches of GES 1; hence, customers must still
make claims for breaches under this standard. On the basis of the number of breaches that
occurred from April 2010, the RIC estimates that, at minimum, compensatory payments of
$992,714 would have been due to customers if claims were made and all compensatory

payments applied. This is represented in table ES2 in more detail.

Table ES2 - Breaches and Payments Due under the Guaranteed Standards, April-

December 2010
Standard Total Number Number of Breaches | Minimum Payment Due (§)
GES 1 2,101,428 (outage incidents) 7,534 452,040
GES 2 12,853 (requests) 3,750 187,500
GES 3 5,936 (arrangements/payments) 43 5,074
GES 5 4,496 (voltage complaints) 77 3,850
GES 6 17,956 (queries) 6,336 316,800
GES 7 10,360 (requests) 549 27,450
TOTAL 2,153,029 18,289 992,714

Note: Figures represent information for 9 months.

Summary of Performance under Overall Standards

Overall Standards are those which cover areas of service where it is not appropriate or feasible to
give individual guarantees, but where the expectation of the stakeholders is that the utility will
provide pre-determined minimum levels of service. These standards generally relate to the
reliability of service affecting a group of customers. In the revised QSS, there are seven Overall

Standards.

ES3




OES 1 (Frequency of meter reading) was the only overall standard from 2009 in which full

compliance was maintained in 2010. There were notable improvements in OES 2 (Billing

Punctuality), OES 4 (Prior notice of unplanned outages) and OES 6 (Response to customer

queries/requests). For the remaining three Overall Standards, OES 3, OES 5 and OES 7, which

are all new standards, the compliance rates varied across the quarters. Performance was the

poorest under OES 5 (Street lights maintenance), which was the only standard with a compliance

rate under 90%.

standards, 2010 are presented in table ES3.

Compliance rates for T&TEC’s performance under the revised overall

Table ES3 - Compliance under Overall Standards, 2010

Code

Description

Required Performance
Units

2010
Compliance Rate (%)

OESI1

Frequency of meter reading

(a) 90% of industrial meters
should be read every month

(b) 90% of residential and
commercial meters read
according to schedule

100.0

100.0

OES2

Billing punctuality

98% of all bills to be mailed
within ten (10) working days
after meter reading or
estimation

95.9

OES3

Responding to meter problems

Visit or substantive reply
within 10 working days 95%
of the time.

95.8

OES4

Prior Notice

outages

of planned

3 days advance notice of
planned outages 100% of the
time

94.9

OES5

Street Lights Maintenance

Street Lights- within 7
working days

Highway Lights — within 14
working days

77.2

76.1

OES6

Response to customer
queries/requests (written)

Time to respond after receipt
of queries.

Initial Response — within 10
working days

Final Position — within 30
working days

91.9

95.7

OES7

Notifying customers of receipt
of claim under Guaranteed
Standard GES 1

100% of customers to be
notified of receipt of claim
within 10 working days.

99.9

ES4




SECTION 1 INTRODUCTION

The RIC is responsible for regulating prices, service standards and monitoring performance of
service providers in the electricity, and water and wastewater sectors. Regulating the quality of
service is an important element in the regulatory framework, since it serves to protect the
interests of customers in key service areas. The RIC is empowered under Section 6 of its Act to
prescribe standards of service for the service providers under its purview, and impose sanctions
for non-compliance. As such, the QSS for the Electricity Transmission and Distribution Sector
were implemented on April 71, 2004. These standards were subsequently revised and became
effective on 31% December 2009, but were implemented from April 2010 by mutual agreement
between T&TEC and the RIC. This is the seventh Annual Performance Report of the RIC on the
Quality of Service Standards (QSS) for the Electricity Transmission and Distribution Sector.

1.1 Background

In April 2004, when the RIC introduced the QSS, it was a paradigm shift from the previously
existing regulatory regime. The RIC recognized that this was only a starting point, and that
different consumers would demand different attributes of service quality as technology and
priorities changed over time. Hence, the RIC committed to periodically review the standards on
the basis of the experience gained over the first period and consumers’ preferences for service

quality.

From the ongoing monitoring and analysis of the performance under the standards, T&TEC
showed consistent improvement across all the standards with a few exceptions. The exceptions
were Guaranteed Standard GES 6 (Connection to Supply), which indicated no trend, and where
performance remained fairly sluggish and unsatisfactory; and two Overall Standards OES 6 and
OES 8 (Response to Customer Queries/Requests and Prior Notice of Planned Outages), in which
there were erratic performances.  Additionally, even though the annual compliance rates
achieved for the Guaranteed Standard GES 1 (Response and Restoration after Unplanned
Outages) have been very high, the annual number of breaches of this standard has been

extremely high. In fact, this standard alone contributed to approximately 95% of all breaches.

This analysis of the performance allowed the RIC to identify the following issues:



The present requirements did not always reflect customer priorities,
Some requirements of the standards did not correspond to the way service provider
operated in practice, and

9 The robustness and quality of data collected by T&TEC needed improvement.

The RIC, in its commitment to have T&TEC improve the quality of service, took those issues
into consideration when revising the standards. It should be noted that some of the original
standards were maintained, but required performance units revised. Four new standards were
developed, and one overall standard was converted to a guaranteed standard. In addition,
compensatory payments due to breaches of the guaranteed standards have also been increased,
and automatic compensation has been introduced for all the guaranteed standards except GES 1.

There are now eight (8) guaranteed standards and seven (7) overall standards.

1.2 Purpose of Document
The purpose of this report is to present an analysis of the performance of T&TEC with respect to
the QSS over the four quarterly periods, January to December 2010. The information utilized in

this report has been supplied by T&TEC.

1.3 Structure of Document
The remainder of this document is structured as follows:
1 In Section 2, the performance of T&TEC in the areas of each of the guaranteed standards
for 2010 is presented;
1 Section 3 deals with the performance of T&TEC in the areas of each of the overall
standards for 2010;
Section 4 deals with the issue of compensatory payments;
The summary and conclusion are presented in Section 5; and
In Appendix 1, tables of the original guaranteed and overall standards with a description
of the required performance units, and the compensatory payment levels for the

guaranteed standard are presented.



SECTION 2 PERFORMANCE REVIEW UNDER THE
GUARANTEED STANDARDS FOR 2010

2.1 Guaranteed Standards

Guaranteed standards are those that set service levels that must be met in each individual case by
the service provider. These standards also carry compensatory payments to the affected
customers if the utility fails to provide the level of service required, and they generally relate to

the relationship between the utility and the individual customer.

Initially, there were six guaranteed standards. However, under the revised QSS, which went into
effect from April 2010, there are now eight guaranteed standards. The performance of the
service provider in each of these standards for 2010 is reviewed below. It should be noted that
since the revised standards were in effect for the majority of the year, their description will form
the main definitions. However, where standards were modified, the previous performance

measures will be clearly identified.

Additionally, with respect to the issue of compensatory payments, the levels were revised, and
automatic payment was implemented for all guaranteed standards except GESI1. This issue is

discussed in Section 3. The revised standards can be seen in table 1.



Table 1 — Revised Guaranteed Standards

Code Service Performance Required Payments per
Description Measure Performance Customers *
Units
GES1 Restoration of supply after | Time for restoration of supply to Within 10 hours $60 (residential)
unplanned outage on the affected customers $600 (non-
distribution system. residential)
For each further
12 hr period $60
(residential)
$600 (non-
residential)
GES2 Billing Punctuality .Time | Time for first bill to be mailed $50 for both
for first bill to be mailed after service connection: residential and
after service connection. (a) Residential 60 days non-residential
(b) Non-Residential 30 days
GES3 Reconnection of service Time to restore supply after Within 24 hours Refund of
after payment of overdue | payment is made (All customers) reconnection fee
amounts or agreement on for both
payment schedule residential and
non-residential
GES4 Making and keeping Where required, appointments 24 hours notice of | $50 for both
appointments will be made on a morning or inability to keep an | residential and
afternoon basis appointment with | non-residential
customers.
GESS5 Investigation of Voltage Time to visit, correct problem and | Within 24 hours, $60 (residential)
Complaints notify affected customers Correct within 15 $600 (non-
working days. residential)
GES6 Responding to billing and | Provide a substantive reply Within 15 working | $50 for both
payment queries days residential and
non-residential
GES7 New Connection of Service drop and meter to be Within 3 working | $50 for both
supply installed days residential and
non-residential
GES8 Payments owed under Time to credit compensatory Within 30 working

guaranteed standards

payment.

days for non-
residential and 60
days for
residential.

$50 for both
residential and
non-residential




GES 1: Response and Restoration Times of Supply.

One way of measuring T&TEC’s efficiency is by observing its response time to trouble calls and
its ability to restore supply quickly. This standard seeks to ensure that T&TEC responds
promptly to any unplanned outage and restores supply in the shortest time possible. Accordingly,
this standard requires that supply be restored to affected customers within 10 hours after an
unplanned outage on the distribution system. Previously the restoration time for this standard

was 12 hours.

In analyzing performance under this standard, the RIC examined the number of unplanned
outages that occurred on T&TEC’s system, to appreciate the number of times a response is

required from the service provider.

In 2009, there was a 1.6% increase in the number of unplanned outages that occurred, when
compared with 2008. However, in 2010 there was a 30% increase, bringing the number of
unplanned outages in that year up to 14,358. It can be observed in table 2, that a low of 748
occurred in January, and a peak of 1,680 in October. It is not unusual for the number of
unplanned outages to increase in the rainy season, hence more outages occurred in the second
half of the year. However, the numbers of unplanned outages in March, May and June were
unusually high, especially since there was a harsh dry season which extended well beyond June
2010. T&TEC has not provided any explanation for this occurrence after repeated requests to do
SO.

Table 2 - No. of unplanned outages, 2010

North 186 | 106 | 180 | 141 | 212 | 242 | 224 | 285 | 242 279 178 146 2421 1891
South 147 | 172 | 255 36 277 | 265 | 258 | 287 | 349 445 335 243 3069 2697
Tobago | 94 79 67 84 106 | 104 | 117 95 124 144 102 101 1217 1104

East 187 | 219 | 470 | 362 | 362 | 349 | 520 | 466 | 537 544 481 364 4861 2680
Central | 134 | 176 | 263 | 285 | 260 | 261 | 297 | 277 | 304 268 76 189 2790 2259

T(‘ZDOTI’(*);“ 748 | 752 | 1235 | 908 | 1217 | 1221 | 1416 | 1410 | 1556 | 1680 | 1172 | 1043 | 14358
T((z)oTo/;;d 601 | 797 | 716 | 727 | 727 | 992 | 1310 | 1110 | 900 | 1032 | 1004 | 819 10631




A breach of GES 1 occurs when the electricity supply to each customer is not restored within 10

hours of the report being received by the utility. Additionally, a breach is also registered for each

further 12-hour period, up to a maximum of 34 hours that the service is not restored.

unplanned outage experienced by a customer is referred to as an outage incident.

An

Table 3 shows the number of customers experiencing outages and the number of customer

outage incidents greater than 10 hours, that is, breaches.

Table 3 - Response and Restoration Times of Supply, 2010

Jan* | Feb* | Mar* | Apr | May | Jun Jul Aug | Sep Oct | Nov | Dec ’1“((2)(;1;13)11
INo. of customers not
reconnected within 5 206 | 140 | 162 | 171 | 525 | 2016 | 1703 | 585 | 637 | 482 | 526 | 7,158
10 hours
INo. of customer
outage incidents>10 | 5 210 | 140 | 182 | 209 | 525 | 2539 | 1723 | 585 | 647 | 597 | 527 | 7,889
hours ( Breaches)
No. of customers 1, ¢ ¢ 1175 774503 46001 87.227244.911240.621805,537313,078381,627578.336225.865(167,780 2,648,442
affected by outages
?,Zr)cemagebrmh 0.00 | 0.12 | 0.07 | 0.10 | 0.09 | 022 | 0.83 | 0.55 | 0.06 | 0.17 | 026 | 031 | 0.30
(C(,/o;nphance Rate | 100.00 | 99.88 | 99.93 | 99.90 | 99.91 | 99.78 | 99.17 | 99.45 | 99.94 | 99.83 | 99.74 | 99.69 | 99.70
0

* . .
Performance measure was “restoration within 12 hours”.

Some of the reasons given by T&TEC for unplanned outages included:

=4 =/ =4 A4 -4 A4 A5 - -1

Fallen trees,

Broken poles,

Defective transformers,

Damaged insulators,

Abnormal wear of equipment,

Burst HT and LV conductors,

Burst low voltage wires, and

Severe weather and torrential rainfall.

Blown transformer fuses and blown HT fuses,




Included in the reasons for outages lasting longer than 10 hours were:

1 Time of day report was received and crew unavailability,

No access to compound,

Complexity of the job, and

=4 =2 =4 A4 A4 A4 A -

The total number of customer outage incidents increased from 2,199,231 in 2009 to 2,648,442 in

2010. This 20% increase in affected customers was accompanied by a 90% increase in the

number of breaches from 2009 to 2010.

Table 4 — Compliance Rates for GES 1 — 2008 to 2010

High number of trouble reports,

Poor access to site and poor terrain,

Awaiting appropriate equipment to conduct repairs,

Extensive line clearing and tree trimming required,

Defective equipment or absence of equipment/vehicles to respond to trouble calls,

Trinidad and Tobago Police unavailable to accompany crew into high risk areas.

2010 2009* 2008*
Total no. of customer outage
incidents>10 hours (Breaches) 7,889 4,162 13,271
No. of customer outage incidents 2,648,442 2,199,231 2,806,735
Percentage breach (%) 0.3 0.2 0.5
Compliance Rate (%) 99.7 99.8 99.5

* . C.
Performance measure was “restoration within 12 hours”.

GES 2: Billing Punctuality (New customers).

This standard seeks to ensure a prompt and efficient billing process and as such requires that the

first bill, after a new service connection, be mailed within 60 days for residential customers and

30 days for non-residential customers.




As may be seen from table 5, there was steady improvement in T&TEC’s performance under this
standard for residential customers as the year progressed, with the compliance rate increasing
from 51% to approximately 80%. The annual average compliance rate moved from 49% in 2009
to 68% in 2010. This improvement can be attributed to the resolution of the internal
administrative challenges that were faced with the implementation of the Advanced Metering
Infrastructure (AMI) system and the accompanying billing procedures adopted by T&TEC

during 2008 and 2009.

Table 5 - Billing Punctuality for Residential Customers, 2010

Item 1 2nd 3rd 4th TOTAL | TOTAL

Quarter* | Quarter | Quarter | Quarter 2010 2009

No. of new Residential

customers requesting 5,928 4,837 3,060 4,837 18,662 21,506

supply

No. of bills not mailed

within 60 days (breach) 2,306 1,877 798 987 5,968 10,969

Percentage breach (%) 38.9 38.8 26.1 20.4 32.0 51.0

Compliance Rate (%) 51.1 61.2 73.9 79.6 68.0 49.0

The annual average compliance rate for the billing punctuality of the non-residential customers
was still poor, even though the rate improved slightly from 23.3% in 2009 to 29% in 2010. (See

table 6). The performance during the quarters was erratic and T&TEC could give no satisfactory

reason for this.

Table 6 - Billing Punctuality for Non-Residential Customers, 2010

Item 15t 2nd 3rd 4th TOTAL | TOTAL

Quarter | Quarter | Quarter | Quarter | 2010 2009

Number of new Non-

Residential customers 50 55 29 35 169 180

requesting supply

No. of bills not mailed

within 30 days (breach) 32 40 19 29 120 138

Percentage breach (%) 64.0 72.7 65.5 82.9 71.0 76.7

Compliance Rate (%) 36.0 27.3 34.5 171 29.0 233




GES 3: Reconnection after payment of overdue amounts or agreement.

T&TEC disconnects customers for the non-payment of arrears. Once these have been settled or
some agreement has been reached on a payment schedule, T&TEC should demonstrate
efficiency in its response to restore the service. This standard requires that reconnection of

supply after payment of overdue amounts or agreement made be completed within 24 hours.

In the revised standards, the performance measures for this standard did not change. However,
the compensatory payment was adjusted. Instead of $50 for residential customers and $200 for
non-residential customers to be paid in the event of a breach, the payment is now a refund of the

reconnection fee for both residential and non-residential customers.

As shown in table 7, the compliance rate remained relatively high for this standard in 2010.
Sixty-eight percent of the disconnected customers made payments or arrangements in 2010 as
compared to seventy-one percent of customers who did so in 2009, and the majority of these

were reconnected within 24 hours.

Table 7 - Reconnection after Payment of Overdue Amounts or Agreement, 2010

Item 1%t Quarter | 2" Quarter | 3¢ Quarter | 4™ Quarter Tg(;rl‘:)l‘ T((z)(;[(‘;;)L
Total Disconnections 4,855 2,378 2,246 3,636 13,115 19,781
Customers making 3,035 1,868 1,390 2,678 8,971 14,001
payments/arrangements
Number not
reconnected within 24 3 40 3 0 46 419
hours
Percentage breach (%) 0.0 2.1 0.2 0.0 0.5 3.0
Compliance Rate (%) 100.0 99.9 99.8 100.0 99.5 97.0

A significant number of customers appear to have remained disconnected at the end of the year.
T&TEC has found that a large number of customers disconnected in the Northern Area, never
pay to be reconnected. Many of them may choose to live without electricity, relocate to another

district, run an extension cord from a neighbor or ‘steal current’ from a pole. T&TEC sends out

9




‘current stealing’ crews twice a week to visit suspected customers. However, almost all of these

customers live in high risk areas, and access to them presents its own unique set of challenges.

GES 4: Making and Keeping Appointments.

It is sometimes necessary for T&TEC to make appointments to visit customers’ premises. In the
event that the appointment made by T&TEC is not kept, it is the customer who is more greatly
inconvenienced. The standard requires that 24 hours notice of inability to keep appointments be
given to customers. If an appointment is not kept within 1 hour of specified time, then a breach
has occurred. The performance measure of this standard was modified slightly; previously a

breach occurred if appointment was not kept “within 30 minutes of specified time”.

There were 5,935 appointments made in 2010, a 13% increase over the figure for 2009. In table
8, it can be seen that thirty-three appointments were cancelled with 24 hours’ notice being given,
and all of the remainder were kept within 1 hour of the appointed time. Full compliance with
this standard was achieved for all the quarters of 2010, as well as an improvement in the annual

average over that for 2009.

Table 8 — Making and Keeping Appointments, 2010

Item 1 2nd 3 4th TOTAL | TOTAL

Quarter | Quarter | Quarter | Quarter (2010) (2009)

Number of appointments | 1,511 1,442 1,551 5035 | 5243

arranged with customers

Number of appointments

not kept within lhour of 0 0 0 0 0 15

appointed time

Number of appointments

cancelled or postponed 7 0 10 16 33 16

with 24 hours notice

Percentage breach (%) 0.0 0.0 0.0 0.0 0.0 0.3

Compliance Rate (%) 100.0 100.0 100.0 100.0 100.0 98.2
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GES 5: Investigation of Voltage Complaints

GES 5 formerly dealt with the issue of compensatory payments. This has been modified and
reclassified as GES 8. In the revision of the QSS, the original Overall Standard OES 9:
Correction of Low/High Voltage was modified and converted to Guaranteed Standard GES 5:

Investigation of Voltage Complaints.

T&TEC is required by its Act to supply its customers at specified voltage levels, with any
variations not exceeding six percent (6%) of the nominal voltage level. Where a customer has
reported that his supply is outside the permitted voltage range, T& TEC must visit, where a visit
is deemed necessary, within 24 hours, and rectify the problem within 15 working days. If the
service provider fails to visit or correct the problem within the specified time period, a payment

of $50 to residential customers or $600 to non-residential customers must be made.

A total of 3478 voltage complaints was received in 2010. This was 40% more than the number
of complaints received in 2009. T&TEC determined that 3,453 of these complaints required a
visit and was able to respond within 24 hours 98% of the time. Only 69 of these complaints were
not attended to within the specified period. While T&TEC managed to maintain a compliance
rate above 95% throughout the year, there was some decline in performance during the second

and fourth quarters.

Under this standard, T&TEC is required to identify which complaints were legitimate voltage
complaints after the visit. Of the 3453 visits made, T&TEC reported that 2019 or 58% of the
complaints were in fact legitimate, and was able to rectify 2003 of them within 15 working days.
Thus the overall compliance rate for rectification in 2010 was 99%, with 100% compliance being
achieved in the fourth quarter. The performance of T& TEC under this standard is summarized in

table 9.
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Table 9 - Correction of Low/High Voltage, 2010

I 1% 2nd 3rd 4th TOTAL | TOTAL
tem

Quarter* | Quarter | Quarter | Quarter (2010) (2009)
Number — of voltage | 488 893 1059 1038 3478 2478
complaints received
Number of complaints | 4gg 868 1059 1038 3453
where visit is necessary
Number of complaints
not responded to within 1 40 4 24 69 3
24 hours (breach)
Percentage breach 0.2 4.6 0.4 2.3 2.0 0.1
Compliance rate 99.8 95.4 99.6 97.7 98.0 99.9
Number of legitimate 488 497 530 504 2019
complaints
Number of complaints
not rectified within 15 7 4 5 0 16 47
working days (breach)
Percentage breach 1.4 0.8 0.9 0.0 0.8 1.9
Compliance rate 98.6 99.2 99.1 100.0 99.2 98.1

*15t Quarter data compiled from pre-existing OES 9 with some necessary assumptions made since the data requirements were

slightly different.

GES 6: Responding to Billing and Payment Queries

GES 6 which was formerly Connection to Supply, has now been modified to become GES 7:
New Connection to Supply. The revised GES 6: Responding to Billing and Payment Queries
states that T& TEC must respond to a customer’s billing and payment queries within 15 working
days with a substantive response. Failure to do so is considered a breach of the standard and the

customer is entitled to a compensatory payment of $50.

There was a steady increase in the number of billing and payment queries, as seen in table 10,
which T&TEC has been unable to explain. The substantive response within 15 working days
was excellent for the second and third quarters of 2010, however, the significant increase in
queries reported to have been received over the second and third quarters made it challenging to

meet the standard in the fourth quarter.
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Table 10 — Responding to Billing and Payment Queries, April to December, 2010

2nd 3rd 4th TOTAL

Item Quarter | Quarter | Quarter (2010)
Number of billing and payment 1922 6659 9375 17,956
queries
Number‘not responded to within 0 0 6336 6336
15 working days
Percentage Breach (%) 0.0 0.0 43.4 27.3
Compliance Rate (%) 100.0 100.0 56.6 72.7

GES 7: New Connection to Supply

Previously, new connection to supply was defined by GES 6, and it categorized new connections
based on the distance of the customers’ point of connection from the appropriate utility
infrastructure. The revised standard seeks to focus on the delays in completing the new
connections after all necessary paperwork has been completed. This standard now states that
T&TEC must complete a new connection to supply within 3 working days after submission of all

payments and documentation.

There were fewer requests for new connections to supply during 2010 than in 2009, with the
number decreasing from 13,468 to 12,698. As can be observed in table 11, there was a steady
improvement in compliance from the first quarter to the fourth quarter, excluding the anomaly of
full compliance in the third quarter. This statistic is hard to accept given that full compliance has
never been achieved in the history of the performance under this standard. Once again, T&TEC
has failed to either adequately explain this anomaly or provide accurate data. The average
compliance rate of 93% for the year is therefore also not accurate. Based on the first, second and

fourth quarters, the average compliance rate is 89%.
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Table 11 - Connection to Supply, 2010

1% 2nd 3rd 4th TOTAL

Item Quarter* | Quarter | Quarter | Quarter (2010)
Number of connection requests 2338 1331 1758 3971 12,698
queries
Number of connections not made
within 3 working days or by the 356 345 0 204 905
specified date
Percentage Breach (%) 15.2 104 0.0 6.2 7.1
Compliance Rate (%) 84.8 89.6 100.0 93.8 92.9

*Data compiled from previously existing GES 6

GES 8: Payments owed under Guaranteed Standards

The Guaranteed Standards Scheme, as described in Section 2.1, not only sets prescribed levels of
service, but also sets penalties for failure to meet these levels. This standard limits the time to
credit compensatory payment to the customer’s account to 30 working days for non-residential
customers and 60 days for residential customers, after the claim has been accepted by T&TEC.
The standard requires T&TEC to pay a further $50 to customers if the customer’s account is not
credited within the specified timeframe. This standard is a modification of what was formerly

GES 5.

For GES 1, T&TEC is unable to accurately identify specific customers affected by a breach of
this standard, and so customers must make the claims for compensation. However, with respect
to GES 2 to GES 7, T&TEC is aware of breaches when they occur, and is required to
automatically process and credit payments to customers’ accounts. The information submitted

by T&TEC is presented in table 12. The quality of the information still needs to be improved.
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Table 12 —Payments owed under Guaranteed Standards, 2010

2nd 3rd 4th TOTAL
Item Quarter Quarter Quarter (2010)
Number of Residential claims for 5 23 4 -
breaches *
Number of Residential claims not paid 0 0 0 0
within 60 working days
Percentage Breach (%) UTC UTC UTC UTC
Compliance Rate (%) UTC UTC UTC UTC
Number of Non-Residential claims for
0 0 0 0

breaches*
Number of Non-Residential claims not

. . ) 0 0 0 0
paid within 30 working days
Percentage Breach (%) UTC UTC UTC UTC
Compliance Rate (%) UTC UTC UTC UTC

*Information submitted for this category is inaccurate.
UTC — Unable To Compute

On the basis of information submitted by T&TEC, there were 35 claims from residential
customers, all of which were paid within the specified time frame. There were no claims for
breaches from non-residential customers. Analysis of data submitted showed that only
information on the claims for GES 1 was provided. Information on compensatory payments for
the other standards was not reflected here, neither was information given on the distribution
between residential and non-residential customers. The information presented in this table only
reflects T&TEC’s performance under GES 1. As a result, the overall compliance rate for this
standard is impossible to calculate. T&TEC’s performance is poor with respect to the collection
of information on this standard, and it is a consequence of how poorly the automatic
compensation scheme is being operated. = This sub-standard performance will be further

discussed in Section 3.
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SECTION 3 COMPENSATORY PAYMENTS

The Quality of Service Standards for the Electricity Transmission and Distribution Sector were
revised and these changes were implemented from April 2010. The revisions did not only focus
on the actual standards, of which there are now eight guaranteed standards and seven overall
standards, but also the compensatory payments associated with the guaranteed standards scheme.
The level of compensatory payment should reflect the degree of inconvenience typically
experienced by consumers, without being unduly punitive to T&TEC. The levels of payment
were increased and made automatic for all guaranteed standards except one standard, GES 1, for
which customers are still required to submit a claim, since T&TEC’s current system cannot
identify the individual customers affected by this standard. The revised schedule is shown in

table 13.

Table 13 — Revised Schedule of Compensatory Payments

Standard Penalty Payments

$60 residential
$600 non-residential

GES 1 - Restoration of Supply

For each further 12-hour period — $60 residential,
$600 non-residential

GES 2 — Billing Punctuality

$50 for both residential and non-residential

GES 3 - Reconnection

Refund of reconnection fee for both residential and
non-residential

GES 4 — Making and Keeping Appointments

$50 for both residential and non-residential

GES 5 — Investigation of Voltage Complaints

$50 residential
$600 non-residential

GES 6 — Response to Billing and Payment
Queries

$50 residential and non-residential

GES7 — New Connection of Supply

$50 for both residential and non-residential

GESS8 — Payments owed under Guaranteed
Standards

$50 for both residential and non-residential

In order to assess the effectiveness of the guaranteed standards scheme, the number of breaches

must be determined, as well as the number of claims and payments made for these breaches.

This information for GES 1 to 8 is presented in table 14.
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Table 14 —Breaches, Claims and Payments under the Guaranteed Standards, 2010

Number of Breaches 1;::[1::: i(::e(()iilgrl::eI;Ze d Payments made ($)
Standard (2):; gt‘; Stthr Total (2;; 3 Qtr (;tthr g:_)ct, d (2;; é:l Stthr Total
GES 1* 916 4667 1771 7534 | S5* | 5 | 23*% | 15 | 4% | 4 24 300 | 900 240 1,440
GES2:- 1 1877 | 708 | 987 | 3662
ngﬁes 40 19 | 29 88
%ﬁié; 1917 | 817 | 1016 | 3750 0 589 45 | 634 | 0 259(’)4 2,250 | 31,700
40 3 0 43 0 1 0 1 0 60 0 60
0 0 0 0 0 0 0 0 0 0 0 0
GES 52 44 9 24 77 0 5 5 10 0 250 250 500
0 0 6336 6336 0 0 0 0 0 0 0 0
345 0t 204 549 0 0 0 0 0 0 0 0
0 0 0 0 0 0 0 0 0 0 0 0
18,289 669 33,700

* Claims under GES 1 must be submitted by customer before they can be processed, while claims under GES2 —GES 8 are
automatic.

** Although the breaches were classified into Residential and Non-Residential, the claims and payments were not.

" No differentiation given about customer classification for the breaches.

TValue under query, possible under-reporting.

The distribution of the breaches and payments is further broken down as follows.

GES 1 - There were 7,534 breaches. According to the information submitted by T&TEC, 32
claims were made by customers, however, payments were made on only 24 of these claims.
T&TEC has provided no explanation regarding non-payment to the remaining eight claims. For
the other seven guaranteed standards, for which there should be automatic compensation,

payment was rather sporadic.

GES 2 — There were 3662 breaches to Residential customers and 88 to Non-Residential
customers. However, T&TEC only indicated a total figure when presenting the claims processed
and the payments made. In this case, the compensatory payment to both classes of customers is
$50, so the lack of differentiation is not as significant.
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GES 3 — Out of 43 breaches, T&TEC reported that one (1) claim was processed. However, the
payment made was $60 when the stipulated compensatory payment is the refund of the

reconnection fee of $118.

GES 5 — This standard stipulated different levels of payment for residential and non-residential
customers. T&TEC did not separate the two groups in the reporting of the breaches. However,
on the basis of the quantum of the compensatory payment made, it can be assumed that ten

Residential customers were paid.

GES 6 — There were 6336 breaches under this standard. T&TEC did not report compensatory

payments for any of these.

GES 7 - No compensatory payments were reported to have been paid to any of the 549

customers that experienced breaches under this standard.

There were at least 18,289 breaches occurring across standards GES 1 to GES 8 , that were
eligible for compensatory payment, yet T&TEC has reported that only 669 payments were made,
to a value totaling $33,700. T&TEC has blamed the low rate of compensation on the inability to
rectify the internal challenges that they are experiencing with implementing automatic
compensatory payment. There is poor communication and identification of which
department/area is responsible for making the payments. Generally, there is a ‘passing the buck’

disposition to the issue of automatic payment, with the customers being the ones disadvantaged.

Based on the number of breaches, the minimum amount that should have been paid is $992,714.
In the absence of differentiation between customer types, especially when the penalty payment is
different, the total is calculated assuming the lower figures. Hence, at best, the figure of
$992,714 represents the minimum total due. The information is presented in table 15. T&TEC

has therefore only paid out 3.4% of the minimum amount that was due to customers.
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Table 15 —Breaches and Payments Due under the Guaranteed Standards, 2010

Standard Number of Penalty Minimum
Breaches Payment ($) Payment Due ($)
GES 1 7,534 60 452,040
GES 2 3,750 50 187,500
GES 3 43 118 5,074
GES 5 77 50 3,850
GES 6 6,336 50 316,800
GES 7 549 50 27,450
TOTAL 18,289 992,714

T&TEC should not be allowed to continue shirking its responsibility when it comes to
compensating its customers since this would in fact nullify the Guaranteed Standards Scheme, by
effectively removing the incentive to improve performance. The RIC has already indicated to
T&TEC that it would implement a public disclosure initiative called “naming and shaming” to

highlight T&TEC’s non-compliance with established standards.
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SECTION 4 PERFORMANCE REVIEW UNDER THE OVERALL
STANDARDS FOR 2010

4.1 Overall Standards

Overall standards are those which cover areas of service where it is not appropriate or feasible to
give individual guarantees, but where the expectation of the stakeholders is that the utility will
provide pre-determined minimum levels of service. These standards generally relate to the
reliability of service affecting a group of customers. There were originally nine such standards in
place for T&TEC. Three were deleted, one was modified and converted to a guaranteed standard,
and two new standards were introduced. Of the five remaining original standards, they were

renamed and/or modified. The revised overall standards are presented in table 16.

Table 16 — Revised Overall Standards

Code Description Required Performance Units

OES1 [ Frequency of meter reading a. 90% of industrial meters should be
read every month

b. 90% of residential and commercial
meters read according to schedule

OES2 | Billing punctuality 98% of all bills to be mailed within ten (10)
working days after meter reading or estimation

OES3 | Responding to meter problems Visit or substantive reply within 10 working
days 95% of the time

OES4 | Prior Notice of planned outages At least 3 days advance notice of planned
outages 100% of the time

OESS5 | Street lights maintenance. 100% of failed street lights with the exception
of highway lighting repaired within 7 working
days.

100% of failed highway lighting repaired within
14 working days.

OES6 [ Response to customer queries/requests (written) Substantive response within 10 working days
and communicating final position within 30
working days.

OES7 [ Notifying customers of receipt of claim under | 100% of customers to be notified of receipt of
guaranteed standard GES1. claim within 10 working days.
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OES 1: Frequency of Meter Reading.

OES 1 is not a new standard but was previously identified as OES 4. Although, the issue of
estimated billing has been less of a problem with customers since the implementation of the
Advanced Metering Infrastructure (AMI), there are still some areas which are receiving
estimated billings. Since the goal of the RIC remains to have all meters read when scheduled,
the performance measures were not adjusted and remain as follows:

' 90% of all residential and commercial meters be read when scheduled, and

$ 90% of all industrial meters be read every month.

There are 545,074 residential and commercial meters installed. Every meter is scheduled to be
read six times per year, therefore there should be 3,270,444 scheduled readings. T&TEC was
able to read 97.1% of these meters as shown in table 17. Again there was full compliance with
the performance measure of 90% of the meters being read as scheduled, and this was an

improvement in performance with the percentage of meters read increasing from 91.8% to 97.1%

Table 17- Frequency of Meter Reading, Residential and Commercial - 2010

Item Performance Performance

Data 2010 Data 2009

No. of residential and commercial meters installed 545,074

No. of scheduled readings for residential and commercial 3,270,444 2,413,972

meters

No. of residential and commercial meters read according 3,176,622 2,216,889

to schedule

Percentage of residential and commercial meters read 97.1% 91.8%

according to schedule

Percentage breach (%) 0.0 0.0

Compliance rate (%) 100.0 100.0

The number of industrial meters increased by 1.3% from 2009 to 2010. (See table 18). T&TEC
was able to maintain its compliance at 100% under this standard, having completed 100% of the

scheduled meter readings for the year.
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Table 18 - Frequency of Meter Reading, Industrial - 2010

Item Performance Performance
Data 2010 Data 2009

No of industrial meters 3,165 3,123
No. of scheduled readings for industrial meters 37,980 37,476
No. of actual readings for industrial meters 37,980 33,944
Percentage of industrial meter readings 100.0% 91.0%
Percentage breach (%) 0.0 0.0

Compliance rate (%) 100.0 100.0

OES 2: Billing Punctuality.

T&TEC’s customers are billed by cycles in each of its five Distribution Areas. Bills are mailed
to the customers in the respective cycles after the meters are read according to the meter-reading
schedule. This standard seeks to ensure timely billing and requires that 98% of all bills be

mailed to customers within ten working days after meter reading or estimation.

T&TEC’s performance improved under this standard during 2010, with the average compliance
rate increasing from 18.4% in 2009 to 95.9% in 2010.  The RIC had anticipated this
improvement in 2010 as T&TEC successfully managed the internal challenges it faced in 2009.
However, T&TEC did encounter some new issues during the third quarter with the migration to
the new Ventyx customer information system, which caused some delays as can be seen by the
large number of bills not mailed within ten working days. These issues were resolved during the

fourth quarter. (See table 19).
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Table 19 - Billing Punctuality, 2010

. 4 3rd 4th TOTAL | TOTAL
Item I 2"
Quarter | Quarter | Quarter | Quarter (2010) (2009)
Number of meters read | 0, o017 | 539613 | 687,058 | 564,024 | 2,485,512 | 2,478,372
and estimated ’ ’
Number of bills not
mailed  within 10 7,090 2,359 133,769 5,143 148,361 | 2,042,800
working days
Number of  bills
mailed  within 10| 087,727 | 537,254 | 553,489 | 558,881 | 2,337,351 | 435,572
working days
Percentage of bills
mailed ~ within 10| 99 100 81 99 94 18
working days (%)
Percentage breach (%) | ¢,9 0.0 17.4 0.0 4.1 81.6
Compliance rate (%) 100.0 100.0 82.6 100.0 95.9 18.4

OES 3: Responding to Meter Problems

OES 3 is a new standard that emphasizes that properly functioning meters are important for

accurately registering a customer’s consumption. This standard requires that T& TEC responds

to customers’ meter problems by visit or with a substantive response within 10 working days,

95% of the time.

As shown in table 20, the number of meter problems reported peaked in the fourth quarter.

T&TEC’s ability to respond to these problems also improved as the year progressed, with

compliance in the final quarter being 100%. The average compliance rate based on the nine (9)

months that the standards were in effect was 95.8%.
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Table 20 — Response to Meter Problems, 2010

Ltem 2nd 3rd 4th Total
Quarter | Quarter | Quarter 2010

Number of meter problems reported 475 245 1,360 2,080
Number of meters problems not responded 88 61 40 189
to within 10 working days
Number of visits undertaken or 387 184 1,320 1891
substantive replies sent within 10 working
days
Percentage of problems addressed (%) 81 75 97 91
Percentage breach (%) 14.7 21.1 0.0 4.2
Compliance rate (%) 85.3 78.9 100.0 95.8

OES 4: Prior Notice of Planned Outages.

OES 4 is also not a new standard and was formerly OES 8. The performance measure still
requires T&TEC to give at least three days advance notice of planned outages to customers as a
courtesy for the inconveniences that might arise when it is necessary for T&TEC to perform
maintenance or repair work on the transmission and distribution system, which may involve the

interruption of supply.

Table 21 gives the number of breaches and the compliance rate for OES 4. There were 2198
planned outages for the year, which were 1490 less than the number in 2009. Of this number,
there were 112 planned outages for which three days advance notice was not given. There was
significant improvement in performance, with the annual average compliance rate increasing

from 47% to 95%.

The RIC also started monitoring the number of planned outages that exceed the duration
specified in the notice, in order to determine the degree to which customers may be affected by

such situations. This matter will be reported on in the future.
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Table 21 - Notice of Planned Outages, 2010

Item 1%t 2nd 3rd 4th TOTAL | TOTAL

Quarter | Quarter Quarter | Quarter 2010 2009
No. of planned outages 675 644 423 456 2198 3688
No. of planned outages for
which 3 days advance 41 19 31 21 112 1947
notice was not given
Percentage Breach (%) 6.1 2.9 7.3 4.6 5.1 52.8
Compliance rate (%) 93.9 97.1 92.7 95.4 94.9 47.2
No. of occasions the

n/a 13 11 2 26 n/a

duration of planned outage
exceeded specified time

n/a — not available

OES 5: Street Lights Maintenance

OES 5 is a new standard, which was previously a Specific Directive in the RIC’s Final

Determination for T&TEC 2006-2011. It requires T&TEC to repair 100% of failed street lights

under its control, with the exception of highway lighting, within seven working days after

receiving notification.

T&TEC is also required to establish a weekly schedule to monitor

highway lighting and shall repair 100% of failed highway lighting within fourteen days after

surveyed or reported failure.

For the nine months of 2010 for which the performance under this standard was recorded, the

average compliance rates for repairs to street lights and highway lights were 77.2% and 76.1%

respectively. (See table 22).
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Table 22- Street Lights Maintenance, 2010

2nd 3rd 4th TOTAL
Item
Quarter Quarter Quarter 2010
No. of street lights reported as not
4,224 3,668 3,352 11,244
working
No of street lights not repaired within
. 848 863 848 2,559
7 working days
Percentage breach (%) 20.1 23.5 25.3 22.80
Compliance Rate (%) 79.9 76.5 74.7 77.2
No. of highway lights reported as not
sway e P 168 55 16 239
working
No of highway lights not repaired
STy IS P 59 22 0 81
within 14 working days
Percentage breach (%) 35.1 40.0 0.0 33.9
Compliance Rate (%) 64.9 60.0 100.0 76.1

OES 6: Response to Customer’s written Complaints/Requests
OES 6 is not a new standard but the performance measures have been modified. This revised
standard seeks to improve the customer service response to written complaints/requests and it
states that T&TEC is required to:

(a) Respond to written complaints within 10 working days, and

(b) Communicate the final position within 30 working days thereafter.

The breaches for each aspect of this standard are shown in table 23. There was a total of 186
written complaints/requests received during 2010, much less than the 519 received in 2009. This
decrease as well as the increase in the required performance measure from five to ten days to
respond, may have been responsible for the improved performance, as the average compliance

rate increased from 87.6% in 2009 to 91.9% in 2010.
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Significantly fewer complaints/requests did not have the final position communicated within the

thirty working day period. T&TEC showed improvement in its performance here as well, with

the average compliance rate increasing from 64.2% in 2009 to 95.7% in 2010.

Table 23 — Response to Customer’s written Complaints/Requests, 2010

Item 1 2nd 3rd 4th TOTAL | TOTAL
Quarter* | Quarter | Quarter | Quarter | (2010) (2009)*

Number of written 58 36 46 46 186 517
complaints/request received
Number of written
complaints/request not
responded to within 10 0 0 3 3 15 64
working days (breach)
Percentage Breach (%) 15.5 0.0 6.5 6.5 8.1 12.4
Compliance Rate (%) 84.5 100.0 93.5 93.5 91.9 87.6
Number of written
complaints/request not
communicated to with final 5 0 2 1 8 185
position within 30 working
days (breach)
Percentage Breach (%) 8.6 0.0 4.3 2.2 4.3 35.8
Compliance Rate (%) 91.4 100.0 95.7 97.8 95.7 64.2
Number of written
complaints/request that n/a 0 15 9 24

remain unresolved

* data presented is based on original performance measures.

n/a — not available

OES 7: Notifying customer of receipt of claim under Guaranteed Standard GES1

This is a new standard, and it requires T&TEC to notify 100% of customers of receipt of claim

under guaranteed standard GES1, submitted for compensatory payment within ten working days.

Once again, there is inconsistency in the reports submitted by T&TEC. According to figures

reported in GES 1, 32 claims were submitted by customers and 24 were processed. However,

under OES 7, T&TEC is reporting that 26 claims were made and all customers were notified.

This kind of discrepancy has persisted throughout T&TEC’s reporting.
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Table 24 — Customer Claim Notification, 2010

2nd 3rd 4th TOTAL
Item Quarter | Quarter Quarter (2010)
Number of claims made under GES1 6 19 1 26
Number of claims not acknowledged 0 0 0 0
within 10 working days
Percentage Breach (%) 0.0 0.0 0.0 0.0
Percentage Compliance (%) 100.0 100.0 100.0 100.0

28



SECTION 5 SUMMARY AND CONCLUSION

5.1 Summary of Performance under Guaranteed Standards

In total, there were 21,201 breaches under the Guaranteed Standards for 2010. This was 33%
more than the 15,973 breaches recorded in 2009. Of these breaches, 18,109 were recorded under
the revised Guaranteed Standards, with 10,755 being eligible for automatic compensation by
T&TEC. The highest number of breaches was 7,709 (36% of total) for the Guaranteed
Standard, GES 1 (Response and restoration time), while the next highest number of breaches was
6,336 (35%) for GES 6 (Responding to billing and payment queries). Together, these two
standards accounted for 66% of all of the breaches. GES 4 (Making and Keeping Appointments)

was the only standard in 2010 for which there were no breaches. (See table 25).

Table 25 - Number of Breaches under the Guaranteed Standards by Quarter (2010)

Standard First Second Third Fourth | TOTAL
Quarter | Quarter | Quarter | Quarter
GES 1 — Response and Restoration
Times of Supply after unplanned 355 916 4667 1771 7,709
outages on the distribution system
GES 2 —Billing | Residential 2,306 | 1,877 798 987 5,968
Punctuality
Non- residential 32 40 19 29 120

GES 3 — Reconnection after Payment 3 40 3 0 46
of overdue amount/ agreement
GES 4 — Making and Keeping 0 0 0 0 0
Appointments
GES 5 - Response 1 40 4 24 69
Investigation of
GES 6 — Resppndmg to billing and wa 0 0 6336 6336
payment queries
GES7- New connection of supply 356 345 0 204 905
GES8 —Payments | pocidential N/A 5% 23+ 4% 32+
owed under
guaranteed Non- residential N/A 0 0 0 0
standards

TOTAL 21,201

n/a — not available
N/A — Not Applicable
*as reported by T&TEC
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Generally, the level of performance under the guaranteed standards was mixed throughout the

four quarters. For the standards where there was good compliance, it remained so throughout

and where performance was bad, that persisted in all quarters.

Marginal improvement was

observed under three of the Guaranteed Standards (GES 2, GES 4 and GES 5) in 2010 when

compared with the previous year.

standards, 2010 is presented below in table 26 .

Table 26 - Summary of Compliance — Guaranteed Standards (2010)

A summary of the compliance rates for the guaranteed

Standard

Compliance Rates (%)

lst an 3rd 4th
Quarter | Quarter | Quarter | Quarter TOTAL | 2009

GES 1 — Response and Restoration Times
of Supply after unplanned outages on the 99.9 99.8 99.5 99.7 99.7 99.8
distribution system
GES 2 — Billing Residential 51.1 61.2 73.9 79.6 68.0 49.0
Punctuality

Non- residential 36.0 27.3 34.5 17.1 29.0 233
GES 3 — Reconnection after Payment of 100.0 999 99 7 100.0 99.5 97.0
overdue amount/ agreement
GES 4 - Making and Keeping 100.0 | 1000 | 1000 | 100.0 | 100.0 | 98.2
Appointments
GES 5 - Response 99.8 95.4 99.6 97.7 98.0 99.9
Investigation of
Voltage Complaints | Rectification 98.6 99.2 99.1 100.0 99.2 98.1
GES 6 ~ Responding to billing and wa | 1000 | 1000 | 566 | 727 | NA
payment queries
GEST- New connection of supply 84.8 89.6 | 100.0 93.8 929 | 982
GES8 — Payments Residential N/A UTC UTC UTC UTC N/A
owed under
guaranteed standards | Non- residential N/A UTC UTC UTC UTC N/A

n/a — not available
N/A — Not Applicable

UTC - Unable To Compute due to inaccurate data
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5.2 Summary of Performance under Overall Standards

With respect to the overall standards, there continued to be full compliance with OES 1
(Frequency of meter reading). There was notable improvement in OES 2 (Billing Punctuality),
OES 4 (Prior notice of unplanned outages) and OES 6 (Response to customer queries/requests).
For the remaining three Overall Standards, OES 3, OES 5 and OES 7, which are all new
standards, the compliance rates varied across the quarters. Performance was the poorest under
OES 5 (Street lights maintenance), which was the only standard with a compliance rate under

90%. A summary of compliance rates under the overall standards, 2010 is presented in table 27.

Table 27- Summary of Compliance — Overall Standards, 2010

Compliance Rates (%)
Standard
1 2nd 3rd 4th TOTAL 2009
Quarter Quarter Quarter Quarter 2010

Frequency of _ ' '
meter reading Residential

and 100.0 100.0 100.0

Commercial
OES 2 — Billing Punctuality 100.0 100.0 82.6 100.0 95.9 18.4
OES 3 —Responding to meter N/A 85.3 78.9 100.0 95.8 N/A
problems ' ' ' :
OES 4 — Prior notice of planned
outages 93.9 97.1 92.7 95.4 94.9 47.2
OES 5 — Street Street Lights N/A 799 76.5 747 772 N/A
lights : ' ' ' i
maintenance Highway N/A 64.9 60.0 100.0 76.1 N/A

Lights
OES 6 ~Response | Initial 84.5 100.0 93.5 93.5 91.9 87.6
to customer Response
queries/ requests Final
(written) Position 91.4 100.0 95.7 97.8 95.7 64.2
OES 7 — Notifying customer of
receipt of claim under Guaranteed N/A 100.0 100.0 99.4 99.9 N/A
Standard GES1

N/A — Not Applicable
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5.3 Conclusion
For 2010, T&TEC’s performance declined under GES 7, but improvements were made under the
following standards:
1 GES 2 - Billing Punctuality;
1 GES 3 — Reconnection after Payment of overdue amount/ agreement;
1 GES 4 — Making and Keeping Appointments
1 OES 2 — Billing Punctuality;
1 OES 4 — Prior notice of planned outages; and
1

OES 6 — Response to customer queries/requests (written),

In both GES 1 — Response and Restoration Times of Supply after unplanned outages on the
distribution system and GES 5 — Investigation of Voltage Complaints, T&TEC maintained
roughly the same level of performance that was achieved in the previous year. There was full
compliance with GES 4 — Making and Keeping Appointments and OES 1 — Frequency of meter

testing.

The original intention of introducing the Guaranteed Standards Scheme was to have T&TEC
focus on improving the quality of service delivered in the specified areas. During the initial
period of the QSS, the lack of submission of claims to T&TEC in the event of breaches of the
Guaranteed Standards rendered the scheme partially ineffective. The revised standards included
not only more stringent metrics and new areas in which the performance of the service provider
will be monitored, but also automatic compensation for breaches of the Guaranteed Standards
(all except one). On that basis, it was hoped that these would provide greater incentives for the
service provider to improve its performance. While there was some success, in that, for the
period April to December 2010, there was an increase of over 600% in the number of claims paid
to customers for breaches of the standards when compared to the previous years, the number of

claims actually paid was only 3.7% of what should have been paid.

There are two major issues of concern to the RIC. Firstly, T&TEC has not managed the
automatic compensatory scheme well during this period, resulting in the non payment of

compensation to customers in many instances. This will be one area in which the RIC will use
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the public disclosure initiative of ‘naming and shaming’ to urge T&TEC to meet its

responsibility.
Secondly, the RIC continues to experience difficulties in receiving accurate information from

T&TEC. The RIC, therefore, will require T&TEC to utilize the services of an independent

Reporter/Auditor, so as to ensure timely and accurate submission of the required information.
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APPENDIX 1

Table A1 presents a description of the original Guaranteed Standards, the required performance

units, and the compensatory payment levels for each standard.

Table A1 — Original Guaranteed Standards

Code Service Performance Required Payments per
Description Measure Performance Customers *
Units
GESI Response and restoration | Time for restoration of supply to Within 12 hours $30 (residential)
time after unplanned affected customers $200 (non-
(forced) outages on the residential)
distribution system.
For each further 12 | $20
hr period
GES2 Billing Punctuality (new Time for first bill to be mailed
customers) after service connection:
(a) Residential 65 days $30 (residential)
$200 (non-
(b) Non-Residential 35 days residential)
GES3 Reconnection after Time to restore supply after Within 24 hours $30 (residential)
payment of overdue payment is made (All customers) $200 (non-
amounts or agreement on residential)
payment schedule
GES4 Maklpg and keeping Where required, appomFments Failure to' give 24 $30 (residential)
appointments will be made on a morning or hours notice of $200 (non-
afternoon basis inability to keep . )
. residential)
the appointment
GESS Compensatory payment (i) Time to credit compensatory Within 35 working
payment after non-compliance days . .
(i1) Time to complete Within 35 working i;go(r(enséi?ntlal)
investigation, determine liability days . )
.. residential)
and make payment after receiving
a claim.
GES6 Connection to supply:
Under 30 metres Service drop and meter to be Within 3 working
installed: days.
30 to 100 metres (a) Provision of estimate (subject | Within 5 working
to all documents being provided) | days. ) )
30 to 100 metres (b) Complete construction (after Within 15 working $30 (residential)
payment is made) days. $200 (non-
100 to 250 metres (a) Provision of estimate (subject | Within 7 working residential)
to all documents being provided) | days.
100 to 250 metres (b) Complete construction (after Within 20 working
payment is made) days.
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Table A2 presents a description of the original Overall Standards and the required performance

units for each standard.

Table A2 — Original Overall Standards

Code | Description Required Performance Units
OES! [ Line faults repaired within a specified period (for line | 100% within 48 hours
faults that result in customers being affected)
OES2 | Billing punctuality 98% of all bills to be mailed within ten (10)
working days after meter reading or estimation
OES3 | Frequency of meter testing 10% of industrial customers’ meters tested for
accuracy annually.
OES4 [ Frequency of meter reading (c) 90% of industrial meters should be read
every month
(d) 90% of residential and commercial meters
read according to schedule
OES5 [ System revenue losses (difference between energy | 7.5 % of total energy delivered to customers
received and energy for which revenue is derived)
OES6 | Response to customer queries/requests (written)
(a) Time to respond after receipt of queries. Within 5 working days
(b) Time to complete investigation and to [ Within 15 working days of inquiry
communicate final position
Within 30 working days after third party action
(c) Time to complete investigation and | scompleted
communicate final position if third party is
involved (e.g. insurance claim.)
OES7 | Number of complaints to TTEC by type:
(a) Billing queries (a) 500 telephone and/or written complaints per
10,000 customers per annum
(b) 300 telephone and/or written complaints per
(b) Voltage Fluctuations/Damage 10,000 customers per annum
(c) 1000 telephone and/or written complaints
(c)  Street Lights/ Poles/Disconnections/Other per 10,000 customers per annum
OESS8 | Prior Notice of planned outages At least 72 hours (3 days) advance notice of
planned outages 100% of the time
OES9 | Correction of Low/ High Voltage complaints All voltage complaints to be responded to

within 24 hours and rectified within 15 working
days
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