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ELECTRIC POWER SECTOR REFORM ACT
' (No. 6 of 2005)

CUSTOMER SERVICE STANDARDS OF PERFORMANCE FOR
DISTRIBUTION COMPANIES, 2007

ARRANGEMENT OF REGULATIONS

REGULATION
1. Restoring electricity supply to a Customer’s premises.
2. Providing a new connection.
3. Estimate of connection charge.
4. Notice of planned supply interruptions.
5. Voltage complaints.
6.  Meter disputes.
T Reconnection of supplies disconnected for non-payment.
8. Repositioning of a meter.
9. Responding to faults with prepayment meters.
10.  Meter reading frequency.
11.  Exceptions.
12. Monitoring of Standards of Performance.
13. Publication of Standards of Performance.
14. Interpretation.
15.  Citation.
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S. 1. No. 40 of 2007

ELECTRIC POWER SECTOR REFORM ACT
' (No.6 of 2005)

CUSTOMER SERVICE STANDARDS OF PERFORMANCE FOR
DISTRIBUTION COMPANIES, 2007

[20th December, 2007]

In exercise of the powers conferred upon it by section 96 of the Electric Power
Sector Reform Act and all other powers enabling it in that behalf, Tue NiGeriaN  ELecTRICITY
ReGuLatory Commission hereby makes the following regulations—

1.—(1) Whenever a Distribution Company is informed by a Customer during
working hours that electricity supply to his premises has gone off, an authorised official
from the Distribution Company shall visit the Customer’s premises within twenty four
hours of being notified by the Customer to determine the cause of the problem, and
where the cause of the outage is a problem with the Distribution Company’s equipment,
one of the following standards shall be applied, that is, in the case of —

(a) failure of the Distribution Company’s fuse - the fuse shall be replaced and the
electricity supply reconnected within twenty four hours of the original notification
of the outage ;

(£) minor fault in the Distribution Company’s equipment - the fault shall be rectified
-and the electricity supply reconnected within twenty four hours of the original
notification of the outage ;

(¢) any other fault in the Distribution Company’s equipment - the fault shall be
rectified and the electricity supply reconnected within forty eight hours of the original
notification of the outage.

(2) A Distribution Company shall be exempted from this regulation in the following

circumstances, that is to say, where—
| (a) it is found that the Customer did not inform the Distribution Company ; or
(b) the problem or fault is found to be from the Customer’s electrical installation ; or

(¢) due to the nature of the fault, it is impracticable for the Distribution Company
to restore the supply to the Customer’s premises within the period stipulated in this
regulation.

2. Whenever a Customer makes a request to a Distribution Company for a new
or additional connection to his premises, the Distribution Company shall take measures
to fit the meter and connect the power supply within ten working days of receiving the
request :

Provided that —
(a) the Distribution Company shall inspect and approve the electrical installation;

(b) the Distribution Company agrees to connect the supply ; and
(¢) the Customer hus paid any approved charges.

B 477

Commence-
ment :

Restoring
Electricity
supply to a
Customer’s
premises.

Providing a
new
connection,



B 478

I stimate of
connection
charge.

Notice of
planned

supply
interruptions.

Voltage
complaints.

Meter
disputes.

Reconnection
of supplies
disconnected
for non-
payment.

Reposi-
tioning of a
meter.

3. Whenever a Customer requests a Distribution Company to provide an estimate
of the cost of connecting his premises to the Distribution Company’s low voltage
distribution network, and the work to be undertaken is the subject of standard pricing,
the Distribution Company shall provide an estimate within three working days and in
all other cases, the Distribution Company shall provide an estimate within five working
days.

4. Whenever a Distribution Company is to discontinue the supply to a
Customer’s premises in order to undertake planned maintenance to its equipment,
the Distribution Company shall provide the Customer with a minimum of three
working days notice of the planned interruption.

5. Whenever a Customer reports a problem to a Distribution Company that
would suggest to the Distribution Company that the cause of the problem is that the
electricity supply is being delivered at a voltage outside the limits prescribed in the
distribution code, examples of which are that, the lights are too dim or too bright or that
an electrical appliance has burnt out, an authorised official of the Distribution Company
shall visit the Customer’s premises within twenty four hours of the problem being
reported and, where an official response cannot be given at the time of the visit, it shall
be provided within twenty four hours of the visit.

6. Whenever a Customer reports a problem to a Distribution Company that
would suggest to the Distribution Company that the cause of the problem is that the
electricity meter used to record usage at the Customer’s premises is recording incorrectly,
such as that an electricity bill is too high or too low compared to normal monthly bills
for the same Customer or premises, an authorised official of the Distribution Company
shall visit the Customer’s premises and, where appropriate, test the meter within three
working days of the problem being reported and if an official reply cannot be given at
the time of the visit it shall be provided within five working days of the visit:

Provided that if the Distribution Company decides that it is necessary to install
a check meter to check the accuracy of the main meter and the Distribution Company
undertakes to provide the Customer with an official reply as soon as sufficient data is
available, the Distribution Company shall be exempted from complying with this
regulation.

7. Whenever a Customer whose premises have been disconnected by a
Distribution Company for non-payment of electricity charges either pays all
outstanding charges including reconnection charges or enters into a payment
arrangement with the Distribution Company for the outstanding debt and
reconnection charges, requests the reconnection of his electricity supply, the
Customer shall have his electricity supply reconnected within twenty four hours
following the request for reconnection.

8. Whenever a Customer—

(@) requests a Distribution Company to reposition an electricity meter ; and

(b) pays the cost of carrying out the repositioning, the Distribution Company
shall undertake the work within five working days of the request:



Provided that the Distribution Company agrees to the Customer’s request to
move the meter, and the old and proposed meter positions remain in the same premises.

9. —(1) Whenever a Distribution Company is informed during working hours by
a Customer that his prepayment meter is not operating properly, an authorised official
from the Distribution Company shall—

(a) visit the Customer’s premises within twenty four hours, inspect the meter ;
and

(b) if appropriate, fix or replace the meter.
(2) The Distribution Company shall be exempted from the provisions of sub-
regulation (1) of this regulation in the following circumstances :
(@) where the prepayment meter is found to be operating correctly ; or
(b) where the Distribution Company’s representative is unable to gain access to
the meter.

10.—(1) Every Distribution Company shall obtain, through its authorised
representatives, an actual reading of all meters in all supply addresses within its areas
of supply every month but not later than once in every three months.

(2) The provisions of sub-regulation (1) of this regulation shall be inapplicable
where— '

(a) a Customer has been provided with an un-metered supply by the Distribution
Company ; or

(b) the Customer has a pre-payment meter.

11. Without prejudice to the other exceptions contained in this Regulation, the
following are exceptional circumstances which may make it impossible for a Distribution
Company to comply with these standards, that is to say, where—

(@) the Customer informs the Distribution Company that he no longer requires
the Distribution Company to take the actions previously requested ;

(b) information is required to be provided by the Customer to the Distribution
Company and either this information is not provided or it is not provided to the
address required by the Distribution Company ;

(c) the Customer has failed to pay charges due to the Distribution Company and
that undertaking the work requested is dependent on the Customer making such
payment.

(d) it is not reasonably practicable for the Distribution Company to take the
action required in the specified time because of either :
(i) severe weather condition, or
(i) industrial action by the Distribution Company’s employees, or

(iii) the inability of the Distribution Company to gain access to the Customer’s
premises and or any premises to which access is required for the Distribution Company
to undertake the work required to comply with the standard of service, or
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(iv) when trying to undertake the work requested, the Distribution Company
encounters technical problems that it could not have reasonably foreseen, which
prevent it from achieving the standard, or

(v) if by taking the action required by the Customer, the Distribution Company
would be in breach of its licence or any law for the time being in force, or

(vi) circumstances of an exceptional nature beyond the control of the
Distribution Company.

12.—(1) Every Distribution Company shall monitor its performance against each
of the Customer Service Standards of Service detailed in regulations 1 to 10 of this
Regulation.

(2) Every Distribution Company shall submit to the Commission, on a monthly
basis, a summary of its performance against each of the Customer Service Standards of
Service detailed in regulations 1 to 10 of this Regulation.

(3) The format of the monthly report is provided in the Schedule to this Regulation
and shall be submitted to the Commission within ten working days of the end of each
calendar month.

[ SCHEDULE |

(4) The Commission shall publish the performance of all Distribution Companies
on a regular basis.

13.—(1) Every Distribution Company shall bring to the notice of its Customers
by public notice the existence and details of all Customer Service Standards of
Performance.

(2) Every Distribution Company shall publish these Customer Service Standards
of Service on its websites and shall make printed copies of the Standards available free
of charge to its Customers.

14. In this Regulation, unless the context otherwise requires—

“Area of Supply” means the area within which a Distribution Licensee is
authorised by its licence to supply electricity ;

“Commission™ means the Nigerian Electricity Regulatory Commission ;

“Customer™ means any person or organisation supplied with electricity for his
or its own use by a Distribution Licensee or by any other person engaged in the
business of supplying electricity to the public under the Electric Power Sector Reform
Act, this Regulation or any other law for the time being in force and includes any
person whose premises are for the time being connected for the purpose of receiving
electricity from a Distribution Licensee ;

“Distribution Licensee” means a licensee authorised to operate and maintain a
distribution system for supplying electricity to the Customer in his area of supply and
in this Regulation is also referred to as a Distribution Company ;

“Electricity Service” means supply, billing, metering and maintenance of
electrical energy to the Customer and all related services ;



“minor faul” means any electrical fault before the service entrance of a Customer
including Customer fuse that can be repaired within two hours of notification to the
Distribution Company.

“month” means a period of 30 calendar days ;
15. This Regulation may be cited as the Nigerian Electricity Regulatory

Commission’s Customer Service Standards of Performance for Distribution Companies,
2007.
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SCHEDULE
Regulation 12 (3)

Monthly Monitoring Form
STANDARDS OF SERVICE MONTHLY MONITORING

Description Standard Total During Month Number % af Number % of
Customer's Disco Action where Total where Total
request without standard Standard not
request Achieved Achieved

1. Where no Electricity Supply
to a Customer’s Premises :

(a) .Supp]ier’s Fuse
(b) Minor Fault

(¢) Other Faults.

Visit within 24 hours

Restore supply within 24 hours -
of being notified by the Customer.

Restore supply within 24 hours
of being notified by the Customer.

Restore supply within 48 hours of
being notified by the Customer .

2. Providing Supply and Meter

Within 10 working days of request

3. Estimation of Connection
Charge.

Standard pricing - within 3 working
days of request

Other - within 5 working days of
request.

4. Notice of Planned Supply
Interruption.

Minimum 3 working days notice.

5. Voltage Complaints.

Visit within 24 hours of
notification. Substantive reply
within 24 hours of visit

6 Meter Dispute.

Visit within 3 working days.
Substantive reply within 5 working
days of visit

7. Reconnection of Supply
after being disconnected

for non-payment.

Within 24 hours of payment of
amount due or entering into a
payment arrangement




SCHEDULE

STANDARDS OF SERVICE MONTHLY MONITORING—continued

Regulation 12 (3)

Monthly Monitoring Form

Description Standard Total During Month Number % of Number % of
) Customer's Disco Action where Total | where Total
request without standard Standard not
request Achieved Achieved

'8. Repositioning Meter.

Visit within 5 working days of
payment of the amount quoted.

9. Attend Faulty Pre-
payment Meter.

Visit within 24 hours of request,

10. Meter Reading Frequency.|-

Total for Month.

At least every 3 months,

Mape at Abuja this 20th day of December, 2007

Dr RansoME OwaN

 Chairman/Chief Executive Officer

Nigerian Electricity Regulatory Commission



