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Guidelines for Service Providers Reporting

to the NRAs on the Commercial Quality

The Web-based application shall enable the licensee to report on:
the general data, and

the parameters of the commercial quality.

NRA shall establish a set of mandatory general data.

The Web-based application shall enable the reporting on the general data in relation
to each individual licensee.
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Guidelines for Service Providers Reporting

to the NRAs on the Commercial Quality

The general data:

number of all connected customers (network users) and delivery/withdrawal
points by voltage levels and customer groups or categories;

number of newly connected delivery/withdrawal points of customers by voltage
levels;

number of disconnected delivery/withdrawal points of customers by voltage
levels;

number of customers supplied with electricity within the universal service; and

number of customers supplied with electricity within the supply of last resort and
duration of such supply. 12
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Guidelines for Service Providers Reporting

to the NRAs on the Commercial Quality

Moreover, the licensees shall report on the parameters of the commercial quality.

Provide other details than the parameters, such as:

Input data, underlying the calculation of the parameters of the commercial
services;

Input data, underlying the calculation of the relative fulfillment, i.e. the share of
customers who receive an appropriate level of the quality; and

Number and amount of paid compensations due to non-compliance with the
guaranteed standards for individual services.
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Guidelines for Service Providers Reporting

to the NRAs on the Commercial Quality

Keep and maintain all input data underlying calculation of the parameters for a
minimum period of 3 regulatory frameworks or at least 10 years.

For the duration of this period, keep and maintain all available documentation about
the customer.s6 compl aints

In the annual reports to the NRA, disclose all data on the commercial quality for the
previous year.

The reporting shall be made before 15 February in the current year for the previous
calendar year.
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Guidelines for Service Providers Reporting

to the NRAs on the Commercial Quality

Report annually to the NRA on the number of justified and unjustified customer
complaints which relate to non-compliance of the commercial quality with the
guaranteed standards for the commercial quality.

Keep records for all parameters whose values have exceeded the value set by the
minimum standards for the commercial quality and which the licensees have
identified as the Force Majeure or external cause.

Notify causes and documents for each such incident in the appropriate form.
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Guidelines for Service Providers Reporting

to Customers on the Commercial Quality

Inform customers on the level of the commercial quality, once a year (or half-yearly),
by attaching a note to the bill and publishing on the web pages:

values of the parameters relating to the guaranteed and the overall standards
for the commercial quality, and

actually attained values of the parameters relating to the guaranteed and the
overall standards for the commercial quality.
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Guidelines for Service Providers Reporting

to Customers on the Commercial Quality

Apart from annual (or half-yearly) reporting, introduce and implement a work
management system for automatic generation of notices on individual defaults
towards customers (including compensation payments).

This means that the licensees shall notify their customers of compensation and
refund arrangements that apply if the commercial quality standards are not met.

The work management systems shall be designed to capture the time of initiation of
all customer requests and the time of completion of same.

The response times to complete each activity shall be measured in each individual
case and the management reports shall be issued monthly to line managers to

monitor the delivery of the commercial services.
17
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Guidelines for Service Providers Reporting

to Customers on the Commercial Quality

The work management systems shall automatically compare the actual response
time for each commercial service against the target levels and shall automatically
generate a default if the response time exceeds the target service delivery.

All defaults shall be screened to filter out any cases where the licensee is not
responsible for the failure to meet the target.

Compensation payments shall be automatically issued to the customers in respect
of all remaining defaults, accompanied with adequate notification.
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Recommendations for Complaint Handling

Procedures Relating to the Commercial Quality

Licensees to introduce and keep the book of complaints, preferably in an e-form.

Accept and register each written complaint, as well as regularly analyze the records
in the book of complaints.

Differentiate between information queries and real complaints.

Set the targets for replying, such as:
to issue the responses to 95% of queries within 2 working days or
to resolve at least 92% of complaints within 5 working days;

Set the maximum timeline for a reply, i.e. 15 working days after the date of reception
of the complaint).
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