Standards of Customer Service
The Chief Executive's message
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Northern Ireland Electricity always aims to provide a high level of Customer Care and service. We are now introducing formal Standards of Customer Service to reinforce this commitment. 

The new Standards are described in this booklet. They cover many important areas of work that you may ask us to carry out for you. 

We are committed to providing an efficient, reliable and economic service to you our customer. We hope that achieving these Standards will demonstrate this commitment. 


Patrick Haren
Chief Executive NIE

Introduction
There are two types of standards, Guaranteed Standards and Overall Standards, and these are detailed. 

If we fail to 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 don 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. 

The Overall Standards of Performance are broader measures of quality of our service to you in certain areas of our work. Although we do not have to make payments for Overall Standards, we are required to conduct our business in a way best designed to achieve them. 

Our normal working hours are between 8.30am and 5.00p, Monday to Friday. We promise to begin immediately to deal with any information received during these hours except in the case of Guaranteed Standards 3, 4, 6 and 8, when information received after 4pm may not be actioned until the start of the next working day. 

Please note that a Standard may not apply until adequate information is provided by you. 

Our Guaranteed Standards will apply from the time you contact us by telephone, by letter or in person at any of our Regional or District Offices or Shops. 

To enable us to give the best possible response you should use the telephone numbers and addresses on the Contact Details page. For accounts enquiries it is best to use the number shown on your electricity bill. 

There are a number of exceptions and conditions which apply to our Guaranteed Standards of Service. Full details of these are available in our shops and offices. As a guide however, the Standards will not apply in the following circumstances: 

· Severe weather 

· Industrial action 

· Actions or defaults by others 

· We were not given access to the premises 

· We gave more than one working day's notice that an agreed appointment would not be met 

· Other exceptional circumstances 

1 Main Fuse Replacement
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Restoring your electricity after our Main Fuse in your premises has blown 
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We guarantee to visit your home or premises with 4 hours of learning that our Main Fuse would appear to have blown, if we are informed during our normal working hours. 

We guarantee to visit within four hours of the start of the next working day if you inform us outside working hours. 

You will get an automatic payment of £20 if we fail to do this. 

2 Electricity Supply Restoration
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Restoring your electricity after a fault on our Distribution System 
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We guarantee to restore your electricity within 24 hours of learning that you have no electricity because of a fault on our Distribution System. 

You will be due a payment of £40 for a domestic customer (£100 for a non-domestic customer) if we fail to do this. 

You will be due an extra £20 payment for every extra 12 hour period your electricity stays off after the first 24 hours. 

As we may not have been aware that your electricity was off you must make a claim for any payment, and this must be done within one month of your electricity supply being restored. All claims should be made to your local Office within normal working hours. The map will help you to identify which of our Regions you are in. 

3 Provision of an Electricity Supply
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Installing a meter and turning on the electricity supply 
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We guarantee to install a meter and turn on the electricity if you already have a mains supply, within 3 working days of your request if you are a domestic customer or by agreement with any other customer not having ordinary metering. 

You will get an automatic payment of £20 if we fail to do this. 

You will also get an automatic payment of £40 (£100 for a non-domestic customer) if we fail to keep any agreed morning or afternoon appointment connected with this Standard. The exact time of an appointment cannot be guaranteed. 


N.B. A morning appointment falls between 8.30am and 1.00pm and an afternoon appointment falls between 12.00 noon and 5.00pm. 

4 Provision of an Estimate for an Electricity Supply
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Providing you with an estimate for changing the position of your meter or for a new electricity supply 
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We guarantee to provide you with a written cost estimate for changing the position of your meter or for a new electricity supply within: 

· 10 working days of receiving your request, when we only have to connect your home or premises to one of our existing lines or cables. 

· 20 working days of receiving your request when we have to extend one of our lines or cables. This applies also to housing developments of four premises or less. 

You will get an automatic payment of £40 if we fail to do this

5 Notification of Planned Electricity Supply Interruptions
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Notify you when we intend to interrupt your electricity supply 
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We guarantee that when we need to interrupt your supply for essential maintenance we will tell you at least two days before in writing. 

You will be due a payment of £20 for a domestic customer (£40 for a non-domestic customer) if we fail to do this. 

Sometimes for technical reasons we may not have been aware that you electricity was off. You must make a claim for any payment, and this must be done within one month of the interruption. All claims should be made to your local Office within normal working hours. The map will help you to identify which of our Regions you are in. 

6 Voltage Complaint
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Dealing with a complaint about the level of the electricity voltage in your premises 
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We guarantee to investigate your complaint about the level of the electricity voltage in your home or premises and respond within 10 working days, with either: 

· a visit if we think that is what is needed; or 

· an explanation, if we think we do not need to visit. 

You will get an automatic payment of £20 if we fail to do this. you will also get an automatic payment of £20 if we fail to keep our agreed morning or afternoon appointment. the exact time of an appointment cannot be guaranteed. 


N.B. A morning appointment falls between 8.30am and 1.00pm and an afternoon appointment falls between 12.00 noon and 5.00pm. 

7 Meter Accuracy Disputes
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Our response when you question the accuracy of your electricity meter 
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We guaranteed to investigate your question about the accuracy of your electricity meter and to respond within 10 working days, with either: 

· a visit to your premises, if we think that is what is needed; or 

· an explanation, if we think a visit is not needed. 

You will get an automatic payment of £20 if we fail to do this. 

You will also get an automatic payment of £20 if we fail to keep any morning or afternoon appointment we made with you when dealing with this query. The exact time of an appointment cannot be guaranteed. 


N.B. A morning appointment falls between 8.30am and 1.00pm and an afternoon appointment falls between 12.00 noon and 5.00pm. 

8 Billing and Standards payments queries. Requests to change the way you pay for your electricity.
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We guarantee to reply within 10 working days if you contact us 

· Querying the accuracy of your electricity bill. 

· Asking if you are due a payment under any of these Guaranteed Standards of Service. 

· Seeking a change in the way you pay for your electricity if we cannot meet your request. 

You will get an automatic payment of £20 if we fail to do this. 

9 Appointments
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Appointments other than those mentioned earlier 
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We guarantee: 

To keep any morning or afternoon appointment at your home or premises not covered by other standards (excluding appointments for appliance sales, appliance repairs or contracting work). 

You will get an automatic payment of £20 if we fail to do this. The exact time of an appointment cannot be guaranteed. 


N.B. A morning appointment falls between 8.30am and 1.00pm and an afternoon appointment falls between 12.00 noon and 5.00pm. 

10 Payments
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Making Payments under any of our Guaranteed Standards 
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We guarantee to send you a cheque for any payment you are due under these Standards within 10 working days of failing to meet a Standard or receiving a justified claim. 

You will get an automatic payment of £20 if we fail to do this. 

Any payment we make under this scheme is without prejudice to any other legal rights you make have. 

