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4 “Price-cap” price requlation at monopoly
PrICe, |  activities (Potential benefit at the customers)

Price regulation period

» time
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REAL (DEFLATED) COST OF PRIVATISED ELECTRICITY DISTR IBUTION/SUPPLY IN HUNGARY
160

140

|
//D/ \
120
O\O LOO @é %;?‘_

80

60

40

1994 1995 1996 1997 1998

=0= Sold energy [changes (%)]
== Cost of licensed activity [changes (%)]

Cost of licensed activity without depreciation [chan ges (%)]

=%= Real cost of licensed activity without depreciation (without inflation) [changes (%0)]




NP «MARKET COUNCIL» Consumer satisfaction
survey in Hungary (1)

EDUCATION CENTRE

AUTONOMOUS NON-PROFIT ORGANIZATION




NP «MARKET COUNCIL» Consumer satisfaction
survey in Hungary (2)

EDUCATION CENTRE

AUTONOMOUS NON-PROFIT ORGANIZATION




NP «MARKET COUNCIL» Consumer satisfaction
survey in Hungary (3)

EDUCATION CENTRE

AUTONOMOUS NON-PROFIT ORGANIZATION




NP «MARKET COUNCIL»
EDUCATION CENTRE

AUTONOMOUS NON-PROFIT ORGANIZATION

Maximum underperformance based on gap values 2007

. . Activit a Satisfaction index
Electricity y gap

@ Households Non-households Households Non-households

DSO Restoration of interruption -24.,6 -33,8 71,2 64,1

Uninterrupted supply -14,7 -22,1 82,3 75,5

Call centre -15,3 -25,1 76,5 68,7

Gas Activity gap Satisfaction index
@ Households Non-households Households Non-households

DSO Notice on outages -20,7 -28,5 74,5 67,5

Remedy -24,6 -27,4 71,2 68,7

Claim settlement -34,1 _ 61,3 55,4

Bill transparency -35,2 -33,3 65,5 62,3

USP Settlement within reasonable 33,8 615 551

time
Call centre -35,9 59,0
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Electricity service quality
regulation
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Some recent documents from the
European Energy Regulators

Service Quality

Regulation
in Electricity
Distribution
and Retail
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Electricity service quality
regulation
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Minutes lost per year
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Continuity of supply

CEER 4th Benchmarking Report (1)
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Performance standards _with incentives to be met by DSOs and their

minimum requirements defined (dead band 5%):

Call centres’ service level — time for answering the
consumers’ calls concerning outages or faults 30 sec 75% 65%< x <69,99 X < 65%

Number of consumer complaints / 1000 consumers

received by the regulator and the Hungarian 0.05< x <0.06

Authority for Consumer Protection, which proved to 0.040 ' ’ x> 0,06
be justified
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Time for connecting new customers to the network or
extending the capacity (IV.) (8 days)

Response time to customer enquiries (VI.) (15 days)

Redemption in case of incorrect invoicing (X.) (8 days)

Time for restoration of supply following disconnect ion due to
non-payment (XIl.) (24 hours after the payment of the debt by the + + +
customer)

36
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Rate of automatic payment for Guaranteed Standards in 2008-2010.

110%
100%
90%
80%
70%
60%
50%
40%
30%
20%
10%
0%

98,54%

2008 2009 2010

==& Automatic payment rate for GS IIl. =#=Automatic payment rate for GS IV. == Automatic payment rate for GS V.
~— Automatic payment rate for GS VI. —®- Automatic payment rate for GS VII. — Automatic payment rate for GS X.
== Automatic payment rate for GS XI. Automatic payment rate for GS XII. == Automatic payment rate for GS XIIIL
e=gm» Automatic payment rate for all GSs




NP «MARKET COUNCIL» Commercial quality regulation at European level —
EDUCATION CENTRE CEER'’s 5th Benchmarking report —

AUTONOMOUS NON-PROFIT ORGANIZATION Commercial quality chapter




NP «MARKET COUNCIL>» How to regulate commercial quality in Europe —
EDUCATION CENTRE Type of standards applied by the regulators




NP «MARKET COUNCIL»
EDUCATION CENTRE

AUTONOMOUS NON-PROFIT ORGANIZATION

NOILJ3INNOD

Commercial quality standards

Introduced in some EU countries (1)

COMMERCIAL QUALITY STANDARDS FOR CONNECTION-RELATED ACTIVITIES AND CUSTOMER CARE

Quiality indicator

Standards
(median value and
range)

Compensation
(median value and
range)

Company
Involved

Numb. of
countries
applying the
standard

Type of
standard in
Hungary

I.1 Time for response to customer claim for 16 days 27 € DSO w GS
network connection (range 8-30) (range 18-50)
14
I.2 Time for cost estimation for simple works (rangza5§5) (ran9360 1€8 30) DSO 14 GS, OAR
. . 11 days
: . 40 €
th::,lg:i for connecting new customers to the (range 2 working (range 16.250) DSO 17 GS
days - 18 weeks) g

I.4 Time for disconnection upon customer’s 5 working days Only one country DSO 6 )
request (range 5-8) 30 EUR
I1.5 Punctuality of appointments with 2.5 hours 24 €
customers (range 0,5-4) (range 18-100) bSO, SP 1 GS
I1.6 Response time to customer complaints 15 days 20€
and enquiries (including 6a and 6b) (range 5-40) (range 18-30) bSO, SP 13 GS, 05
Il.6a Time for answering the voltage 18 days 22 €

. DSO 11 GS
complaint (range 5-60) (range 18-50)
I1.6b Time for answering the interruption 15 days Only one country DSO ; )
complaint (range 7-21) 30 €
II.7 Response time to questions in relation to 13 days Only two countries DSO, SP 9 )

costs and payments (excluding connection)

(range 5-40)

(range 25-30)
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Commercial quality standards
Introduced in some EU countries (2)

COMMERCIAL QUALITY STANDARDS FOR TECHNICAL SERVICE AN D METERING AND BILLING

Numb. of
Company countries
Involved applying the

standard

Standards Compensation
Quality indicator (median value and (median value and
range) range)

Type of
standard in
Hungary

111.8 Time between the date of the 6 months 50 €
answer to the VQ complaint and the (range 1- 24) (range 18-50) DSO 5 GS
elimination of the problem 9 9
— . .
; IrgsioTri:;:gnugltlIst:p?pfja:‘glgz\?nz failure of 4 hours 30€ DSO 9 GS
=2 - -
g tuse of DSO (range 3-24) (range 18-50)
m 111.10 Time for giving |rTformat|o.n in 2 days 22 € DSO 13 GS
% advance of a planned interruption (range 1-15) (range 18-30)
m
2:1 11|Tli:i;sr:"otfhjnrﬁztnor::gon ? 12 hours 50€ DSO 13 GS
. . . B (range 1-24) (range 18-100)
interruption
IV.12 Time for meter inspection in case 10.5 days 25€
. DSO, M
of meter failure (range 3-30) (range 18-30) S0, MO 2 GS
IY.13 Tlme.from notice to pay until 15 days N/A DSO 6 i
disconnection (range 8-28)
wcpply foloving ascommestonduato | (3198 10ay-8 B | BB, | cs
PRY < working days) (range 18-50) MO
non-payment
IV.15 Yearly number of meter readings 1 per year
by the designated company (range 0.33-365) N/A bSO, MO 1 OAR
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Findings and recommendations on
commercial quality (5th BR) (1)
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How to introduce measurement and
Incentive system for quality regulation?




