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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.

SCHEDULE
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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.
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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:






