Standards of Customer Service 
- Second year's performance
Dear Customer, 

Maintaining and improving customer service through operational excellence is the central focus of our business. Our efforts have been directed towards making the company more efficient, extending the range of services we offer, investing in improved quality of supply and meeting our Customer Standards. 

This leaflet details the results of our performance against the standards in our second year. Although we have made good progress, we see clearly the areas in which we need to improve. We look forward to this challenge and confirm our commitment to delivering an efficient, reliable and economic service to all our customers. 

Yours sincerely, 


Patrick Haren Chief Executive NIE 




Guaranteed Standards of Service 

Northern Ireland Electricity always aims to provide a high level of Customer Care and Service. The Director General of Electricity Supply for NI has laid done a set of Customer Standards which we must meet. 

If we don't meet a Guaranteed Standard we will send you a cheque and details of the standard we did not meet. In most cases we will pay you automatically, you do not need to take any action. 

If however, the electricity supply to your house is interrupted we may not always be aware of this. You will need to make a claim to get any payment due to you. 

Our performance figures for the year ending 31 March 1996 (shown below) are for the ten Guaranteed Standards. 

There are certain circumstances in which our Guaranteed Standards do not apply. You will find some of these listed below. 

If at any time you have any questions about our Guaranteed Standards of Service please let us know - we are here to help. Please telephone Belfast 01232 661100 and ask for Customer Services. 




Exceptions to the Guaranteed Standards 

There are exceptions to the Guaranteed Standards of Customer Service. When these exceptions apply compensation cannot be paid. The most common exceptions are: 

· We agreed with you to carry out work at a later date. 

· Severe weather conditions. 

· The action of someone other than one of our employees. 

· We could not get into your house or premises. 

Full details of these are available in our shops and offices. 




Performance on Guaranteed Standards 1995/96 

	
	Services provided
	Defaults

	1. Main Fuse restoration in 4 hours
	473
	0

	2. Supply restoration with 24 hours
	769,908
	98

	3. Connecting a supply within 3 days
	28,542
	17

	4. Provision of a cost estimate
    (a) 10 days
    (b) 20 days
	
4,002
1,830
	
7
1

	5. Notification of a planned supply interruption - 2 days' notice
	209,046
	665

	6. Voltage complaints answered within 10 days
	634
	0

	7. Meter accuracy disputes answered within 10 days 
(This is a voluntary standard introduced by NIE)
	5
	0

	8. Account queries answered with 10 days
	309,708
	48

	9. Appointments kept on an agreed day
	102,847
	40

	10. Standard payments made within 10 days
	944
	68





Overall Standards of Service 

The Overall Standards of Performance are broader measures of the quality of our service. Although we do not make payments under the Overall Standards, they are very important. We monitor these closely and take corrective action whenever necessary to ensure we meet these. 

We are pleased to report that on all but two of our standards we have exceeded the targets set. We look forward to the challenge of continuing to improve performance on all the Overall Standards in the forthcoming year. 




Performance against Overall Standards 1995/96 

	
	Target %
	Achievement % 95/96

	1. Restoring a supply after failure 
      Within 3 hours 
      Within 24 hours 
	
85
99
	
86.10%
99.94%

	2. Correcting voltage complaints 
      Within 6 months
	
85
	
97.06%

	3. Providing an electricity supply 
  Domestic within 30 working days. 
  Non-Domestic within 40 working days.
	
90
90
	
98.56%
99.34%

	4. Restoring a supply after disconnection
  Next day after money paid
	
100
	
98.86%

	5. Resiting meters 
     Within 15 working days.
	
90
	
96.13%

	6. Change of meter 
     Within 10 working days.
	
90
	
98.39%

	7. Meter reading 
     At least once a year.
	
99
	
99.02%

	8. Responding to customer's letters 
     Within 10 working days.
	
95
	
96.03%

	9. Powercard meter re-calibration 
     Within 10 weeks of normal Meter reading.
	
85
	
80.93%


