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ELECTRICITY. SUPPLY. AND DISTRIBUTION (STANDARDS
" OFPERFORMANCE) REGULATIONS, 2008

~IN. exercise.of the-power con,ferrcd*on"thegBo’ard of the Energy .
-Comimission ‘acting in-consultation with:the Public: Utilities Regulato
Commission by section 27 cf.the. Energy Commission Act, 1997, (Act 541)
these'Regulations:are made this 4th day of June; 2008;

e g Purpose and application
‘Rurpose
1. The’purpose .of these. Regulations: is to proyide for performance
_benchmarks for; electricity‘supply. and-distribution. in:.conformity -with
5 “the provisions.o lectricity :Supply:and- Distribution: (Technical and

* Operational) Rules;;2005°(L.: 1816)

b tln
h

bs’;é.'gl{égul'éltion_s-,apply.to electriéity. supply and distribution
ediby. h‘é.:.__(;‘o'rri'm_i_s,sion.;-._.x-: B, g
0SE is regulation; “electricity supply and djs."

son'licensed.under th

e Act: to:distribute-and:
x;iination.-:'.to!;con'sgméjr_sg;m-gar_ms-ar“ea::or; zone -

out.disc e
1e:Commission:

Appiication:for jiew service
- -Bredcl Of£;a'pp1i_c_@t_ion§_proczs‘sing;proccdures Mo n e
e S (1A supplier: of ‘electricity. shall..;,pr_ov_cessfas,‘custbm'e_r_’_'s.-fapﬁhfcatibn- '
“~forconnection to"electricity services in-accordance Wi € requiremerits
ks pec1ﬁedmru162 of Electricity: Supply- and:Dist bution’(Technical and’,
s Opefations ‘Rules;:2005:1:1:1816.. ' T O T
T -_'(2)j‘A”’_supplicr,-'shall,-.;s_t_lbj:ct to these Regulations; pay the:customer
.théis'um‘pres"’cr‘ibéd{iﬁ'me"}‘S_'ché_'du_l‘e.where : L o
- '(a) that-supplier, fails’to. provide the applicant with an estimate .
© . -and'charges.for the cofnection service within :
T (i) five workitig days;if the-connection:is to be made
from an existing supply line; or
- (i) twd weeks, if the connectionrequires-a‘ling extension,
(t) that supplier fails-to provide the'connection service to.a cys-
tomer after that customer has: paid the required charges for
the connection service within:
(1) . fiverworking days if the connection is to. be mada
~ from-an existing supply line;.or ‘
(if) one monthiif the connection requires a line extension.

i
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ELECTRICITY SUPPLY AND DISTRIBUTION (STANDARDS
' OF PERFORMANCE) REGULATIONS, 2008 .

ST T A S S s
Reliabilisy of elecricisy supply

In’emxpnon of supply
4..(1) A suppher of erecmcry shz L ensure that the cumulanve elec-
maf:, interruption for each customer within an operational year does
net exceed:
(a) forty-eight hours, 'in.a: metropohtan or mumclpal ared, or
industrial estate;
(b) seventy-two hours, in a d1smct cap1ta1 -and
(¢) one hundred -and forty-four hours; in a rural area. - .
(2] Despltc Subrcgulanon (1) the supphcr shau ensure.that the
e.lectr1c1ty mterruptlon to a.custonier’s- prermses thhm an “Operational
year.does-not.exceed six; penods '
(3) Despite. suoregulatxons‘(l)_,and (2) -.the durat’ion:offea‘ch outage
shall not exceed, .. ;
(a).eight hours ina metropohtan or mumc1pa1 area
-trial. esrate ' ‘
(b) twel’“

dxstnbunon
() the- mterru'p_
damage to-either the transm1ss1o
tncmy suppher S dlstnbutxon sys

P O
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. not be. pa1d by‘theisupplier: where

AN D D{S TRIBUTION . (STANDARDS'
PERFORMANCE REG ULATIONS, 2008

nterrupt1on was‘as.a result. of afailure.of;.fault in or
n -'statxon connected to the supplier's.

tion ystems
) yas onc for

Customet.; mformef .the suppher that he customer did’
1sh the suppher“o take any:action. ™ E

(7) Asup hershall':sub' eett theseRegulanons pay yinto the Energy

‘ P:
Fund the sum-prescnbed in the Scliedule where:that supplieris in breach of

the supply:in! rruptxon hmlts specxﬁed in’ subleoulatmns (1), (2 ) and (3).

).

(a)‘ the supplier hasnot recewed a claun for compensatxon from ,
f o e the:ciistomer:within a period of three months after the explry ;
6frthetélevant year;
(b)- the-interruptions were- not in respect of supply to the same

. premisgs;ior, ..
(c) the’ customer or. where more than one persod is the customer,

“atleast-one such person was not the customer of the premises
to which the:supply was interrupted on- the occasion of each
of the'interfuptions as a result of which this regulation
: appLeo
Restoratiom of sipply
- 5. (1) Wherea supplier is mxo**led ofan mermmon in the customer’s
supply.due 0 a fault in or damage to the suppue‘ 's cistribution s stem
either by the:customer or.2 person other than the customer, the sup pl ler
shall, unless the fault. was caused by 2 nataral disaster, restore supply 0

_the CLIQLO"'I"IS p IILLSEb

(2).in the’ case of =2 minor fzult, within

AN A TEY L W arsre im tha ,ace.Af a2 —earranalitan nr
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ELECTRICITY SUPPLY AND DISTRIBUTION (STANDARDS
OF PERFORMANCE) REGULATIONS, 2008

(if) twelve hours; in'the casz of a district capital, and
(iit) rwenty. four hours; ‘inthe case of a rural area; or
(8) in the-case of a major.fault tbﬂ; Would r;quu"c capital intensive
equipment replacédment, with I .
{2 - () eighty:hours, in
(i) «?:-oné-h’undred”a.ﬁd'_.t}v_ i

capital,:and..
(m) two"hundred and

after settlernent of all outstanding’ “finant

(3) Where 'the’ electricity: supply:
rupted by natural dlsaster supply shall”

TEMUINS 10 normalcy — -
N C) ;A.suppliefs'hallpayﬂi‘e‘.‘cus‘tg
~ subject to regulat1on 19 LSRR

expiry of :the penod spcc1ﬁéd or he e§torat1’ [0

- (5) -Subject to- regulanon 19 the sum
the suppher where ~

supply had 1ot bcen restorc
(b) the prem1ses or the vicinity
situated-is supplied thlough
river or sea bed; or all s
(¢) the premises:is situated on™ah- 1sland and no- altematrw’
means of supply to the is and elisfi -
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ELECT’UCITY SUPPLY AND- DISTRIBUTION (STANDARDS
OF PERFORMANCE) REGULATIONS, 2008

\ 'r*t:::’a suppher ;

(a) fails to_give: notrcc of.a planncd 1nterrupt10n of supply
. through' : : .

) pubhc notxce

(11) direct contact: by telephone, electronic mail, satellite

phone broadcast or any other appropriate commu-
{ mication': systcrn or-

] the Energy Fund the sum. prescrrbed in the
“liedule ut subject to. regulatton 19:

O1ts: nnuall} whlch shall contam proper records of the .
§o] formanc 6f.the uppher over the relevant penod

Régrg_lfrt'o ry Commrssion

“(a): quarterly technical reports within one month after the end
. ofeach: quarter, and’
(b) quarterly ﬁnanc1a1 reports wrthm rwo months after the-end
. of each quarter.

(3) A supplter shall - within® threc months: aftcr the end-of each
operattonal year in'the case ofa technical report-and ‘within four moniths
after’the end of*the operationdl:year in the: case of'a financial'report,
submit to the Commission and- the Public:Utilities Regulatory Commis-
sion, a report on'the levels of performance ‘achieved: in. respect of the
standards of performance-for that year.

(~r) The supplier shell'ensure that the conténts of the report submitted
under subregulation (1)include -
(a) the system-average interruption frequency index.
(b) the system average inte rruption duration index,
(¢c) the customer average interruption curation index, and
(d) Financial Statements.
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ELECTRIC'ITY SUPPLY AND=DISTRIBUTION (STANDARDS
- OF PERFORMANCE) REGULAT. JONS 20038

. (’) Where a supplier-fails to submit the quarterly reports and annual
= Ieports in the manner specifiéd-in this regulation; the: supplur shall, pay
T ~ tothe Commission and- PLth Umms Reoularory Comms;xon the sum

prcmnbed in‘the Schedul,

-
S B

(3) Desp1te subregulanoq"'Z\ "h' su D.
.after rece] .nng notlce ‘of the spppl ot
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ELECTRIC]TY SUPPLY AND DISTRIBUTION' (STANDARDS
OF: PERFORMANCE) REGULATIONS, 2008

i ~The:meter. " - -
‘i‘Reqmrcmcnt for ametcr f:-"' by EE T e s S
£ 297 (1) Arsupplier shall: provide;: install and mamtam a meter which

“'will measure and record’the .amount-of electr1c1ty supplied to the

customer within: the accuracy. limits. of that meter class.
(2) The supplier shall in complymg with subregulation (1) give priority to

(a) a customer whose estimated. consumpnon of electr1c1ty per
k;lowatthours and

16 \'stomer s premlses in the course of~the settlement of a
complamt

] 1) :,A--suppher shall mstau a separate meter at. the customer s pre-
--mxses where : ‘

2 ¢holds \’Vthh
share 2 meter exceeds 400 kllowatt houts;per month or as
may be determined: from: time to. nme b jthé Pubhc Utilities

Regulatory Comrmsswn

(¢c) facilities exist on: the prermses for the suppher to install the
separate meter at the ¢istofier's own cost;

(d) the'customer who requested the separate. meter is willing to
make the necessary modifications to the. “wiring - system to
accommodate the separate mieter; and” o

(e) by. installation  of -the-separate meter; the supplier. is- not

© requiredito‘install any new conzectioniline except for a line
to connect the.meter where the distance between the meter
connection-points-and-the supplier’s service fuse or cut-out
does not'exceed.one: meter, A

It



ELECTRICITY SUPPLY AND DISTRIBUTION (STANDARDS
OF PERFORMANCE) REGULATIONS, 2008

(2) On receipt of the customer’s request, the supplier shall visit
the premiises, asséss”the situation and ‘provide the customer with est-
mates for installing the meter within five working days.

(3) Where'the Customer pays the required charge- for a separate
meter, the supplier shall prowde and connect the separate meter to the
electricity distribution system within five working days of the payment.

(4) A supplier who fails to prov1de the estimates for. the separate
‘meéter Or does no, install the meter upon payment of the required charge
‘ wzthm the penods spec1ﬁed in; ;subregulations (2): and 3) shall pay to the
customer the. prescnbed amount in the Schedule

‘Prepayment meter
11. (1)" The: supplier shall -ensure that-a facility for the purchase of
credit for .a prepayment-meter is.
(a) established within.a ten kﬂometer distance.of the prermses
“where: the prepayment meter is‘installed; and”
" (b) openi: for a rmmrnum of exght hours each day ‘of the week.

- (2)-Where a: suppher fails ot It —
(a) piovxdc a: facmry for:the purchase of credit in respect of a

‘ ‘ “tor subfegulatlon (1)(?7), b ’
) the supplier shall pay into the ‘Eriergy". Fund the: sumi prescnb
Schedule.

to subregulatlon (1)(a)

Meter reposﬁmmnv g
2:7(1)=A customer.may: app

posmon of the electric meter: at: the: customers prermses\by statmg the.r_
reasons for-the channe in pocmon and mdmatmg the: preferred ocauon.

of the meter.

(3) “Despite: subregulation (2);-a supplier. shall pay into th . Energy;" %
Fund the: sum SpﬁClﬁCd in: tlc Schedulc for cach.{succeedmg six: months




* cusfomer the's sum pr diin't e‘:ScheduIe

'_Revxsxon of"metcr

L0

' ;e_r S'request the. supplxer shall provide

.'the stimat and harge orirep sitioning: the ‘meter. Wrthm fiveworking
‘rday Where the it

lier-shall;subject. to"these: regulatwns pay vthe

t—

(2) Desplte su egulatxon (1) the suppher shall W1th1n siX months

after commencement:of :these'Regulations,. stubmit to. the: Commission -

~(a)an auch Ieport: of ‘the: meters in operatlon for twenty years
) or more angi

C(3)A suppher who does not complywrth these e u1rernents under
these Regulatrons shall’be considered to-be in‘breach :of a “mandatory
technical performance indicator requlrernent for Public Utilities Regulatory

-Commission's:electricity tariff review.

Meter complaint
14. (1) The suppher shaU vrsrt a customer's premises within. twenty-

four hours. after: receipt; ;0f:a meter- complain frorn that -customer m
‘respect of the following: marers , o

(¢) that the electri meter on the cmstomer 5 prermses is or may
have, been operz ating ourside the permtted margms of ‘error;
or

(z) that.en-event has occurred or crrcu*mtances exist.which ths
supplierimay rzasonzbly expect [0 have been the cause of 2
meter, opereting beyond its margins of emor;

and for that reason the :t.ppl.el shall investigate the complaint,
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ELECTRICITY SUPPLY AND DISTRJBUTION (STANDARDS
OF PERFORMANCE) REGULATIONS, 2006

(2) A supplier shall after esteblishing a defect in the operation of a
customer’s meter replace the customer’s defective meter within forry-eight
hours.

(3) The supplier shall use an estimated consumption for billing
the customer for up to six months, where the supplier has no meter in
stock for replacing a defective meter in accordance with subregulation
(2). :

(4) A supplier who contravenes:subregulations (1) to (3) shall pay
td-the. customer the sum. prescnbed in the Scbcdu ;

Mtscellaneozzs prowswns

Payments »

15. (1) Where a supplier is to pay-compensation.to-a customer, the
supplier ‘shall; subject-to these: Regulanom pay the sum spemﬁed to the
customer withinioné month after.dernand.

- (2). A:claim for the- payment: of compensatlon prescnbed inthese

: Regulanons shall. be madeé in. wntmg th hin: thmy days aftcr the breach
.,m respect of hick the'claim i made ssse i o

Dlsputc reso ution
16,:(1) AL
complam oraHy,o




ELECTRIL ITV SUPPLY AND: DISTRIBUTION. (STANDARDS
LOF: PFRFORMANCE) REGULATIONS 2008

/c) mdustrial actxon by employees of the supph'm
“Labour: :ACt;:2003 (Act:651):.

(d) a fmvoious Or-vexatious; complamt

(e) the:breach-ofian enactment was hkely to, occur if the sup-
plier took the action; or

_ (/7 Tfailure:df the customer to'pay any charge requued to bepaid -
before an actlon 15 taken roL ;

Penalty = .. - ~
20. The penalty Units for the contravention of these ReguIatxons are
specified in the Schedule

:géubject to. the

Transitional prowsxons i
I 21. (1) .A supplier.shall achieve the voltage. levels: spec1ﬁed in recula—
{ tion 8 (1) within‘the period specified in the Elec:tnc1ty Supply (Techmcal
(‘_ and Operational) Rulés, 2005 (LI 1816)
’ (2) The pa)mer,t of the sums prescribed in tHe Schediile shall be
due two },ea.zs after the’ ccmmencem nt of these Rcvulatlons

{ terpretauou e
22. In these R ef"_.avo: vrless the context othefmse requues
"Act” meensinz ] ergy Commission Act, 1957 (Act 541);
“capitzl equipment” mezns major electriczl equipment that attaches
‘1o the: elecmcw nerwork including among others power and

s . Bsuge Seop ligene gy g 8 .
Ty A ‘-'~..1.~.'.- Oy gew
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ELECTRICITY SUPPLY AND DISTRIBUTION (STANDARDS
OF PERFORMANCE) REGULATIONS, 20608

distribution transformers, wire and cable, transmission and
distribution. smtch gear;
“Commission” means.thé Energy Comzmssmn established un-
der Section] .of the Act;.
“connection service” means the: mstallatmn and activation of
connection assets in order:to:distribute electricity;
“customet” means a person- rhat contracts to purchase: clecmcmy
from a suppher OT an’ OWner.or. OCCUplCr ofa ‘premises who

is supplied with electncxry, ,

“customer average interruption duramon index” means.a. measure

- of ‘the average duration . of terruptmns for customers
interrupted during a year;. ..

“distribution‘system” means a: system: consisting ‘of a: networx
of ‘electric’feeders; transformers;:serviceslines meters; and -
oother distribution- sthchgear ,

“electric feeder™ means an overhead"conductor or underground
cable used for bulk. clectrxcxty supply, : '

-¢"“industrial ‘estate” ‘means an area sland dcmarcated and set
aside for factoriesiand; 'areh‘ouse
“major fault” nieans a fau

fix: or remcdy stch’ as: substano bl 3

';,vcapltal equlpment to
' *cablc blasts damaged

“minor fault” rneans a fault that fequlres minirat capital equip-
ment such as blown substation LV:fuse, jumper cut, blown

aerial fuse:etc.; /
)’{ operational year” is the same as i’;caiendar year; ~,
beerlicensed:by tﬁe Energy

5?? supplier” means an entity that
Commission-under the Act.asian electrxmty dxsmbutor and /
retailer;. , g bt
“system average interruption duranon mdex fhieans a measure
of the average duration of interruptions recorded for'the
distribution-system duting -a’yeat; :
“system average mterruptlon frequency index” means:a mea-

sure of the average number of interruptions-recorded- for
sha AletrilitiAn cvetem ANIring a veare
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ELECTRICITY SUPPLY AND DISTRIBUTION (STANDARDS
OF PERFORMANCE) REGULATIONS, 2008

non—remdentlal" means electicity. used by a customer for a purpose
" otherithan: domestic actmry, and .

“rural-area’ meansan operational district with a customer popu-
Imon under ﬁve thouvand and a: demand below ﬁﬁeen mega-

ol
FRAS

Tt
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PENALTY “CHEDULE (Penalty Units)

Description Prescribed Al | Recipieiz-tcd Penaliy_*_i‘ ; e
Referen;ed oF Buaach Standard Residential Non- Residential Industrial Customer Energy
Regulation c £ o il — =
ustomer Customer SLT-LV | SLT-MV/HV Commission
Processing of Application: Line Exists / Extension required
Untimely provision of .
o) R it e 5 working days / Two Weeks | 2 PU/week | 5 PUjweek 10 PU/week 20 PUfweek
Untimely connection of 5 working days / One Month
BARE | eicnes g fey 3 PUlweek | 8 PU/week 15 PU/week 25 PU/week
Brainishy Bt b Urban /D.Cap/Rural z .
Fuppy) I? elr‘ru"ztj lons.d d Frequency 6 /6 /6 periods L
a1 Dre"”;,‘”cyl‘ ”?;l exce; ; Duration 8/12/24 hrs per perioq 200 PU
¢, 4(1) WPURI Total Dur 48/72/144 hrs per year -
j Fault
ix;pply Restoration after Faul Major Minor . Non
ey Fault Fault Payment -
Supply restoration time Roel 240y %4 dio.his
d. 5(d)a e]apieyd . D.cap 180 12 12hrs 2 PU/week | 5 PU/week 10 PU/week 20 PU/week
' R Urban 120 8  6Bhrs
Supply restoration delay
i beyond deadline ==> Each succeeding 12-hr delay e il i 5 PU/f
Planned Maintenance:
’ o . : .
£ 6a I_\o notice given for supply 3 wo‘rkmg days prior notice 40 PU
interruption => required
g. 6b Non-adherence to notice => e Py
Violation of Reports
Submission Deadlines:
‘ Deadline: 1 or 2 months after
ho7(5) Quarterly Report Delayed > quarter for technical & financial 40 PU
LT, reports respectively
Deadline: 3 or 4 months after i
Annual Report Delayed => the end of the year for technical’ | 80 PU
& financial reports respectively .
i 803) System voltage complaint
’ response:
Xéf;;i%ciitgfzei prIIDISeS Visit within 24 hours 2 PUlweek | 4 PUlweek 10 PU/week 15 PU/week
No formal written expl‘anaflon' Report within 7 days 1 PU/week | 3 PUlweek | 5 PU/Mweek BP0 week
of problem from supplier => e, AN
J.9(3) Within 6 months upan reques: 2 PU/week | 4 PU/week | 10 PU/week | 16 PUlweek |

Meter provision delayed
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