PEFYJINMPOBAHUE KAYECTBA YCJIVI B
OBJIACTU SJIEKTPOSHEPI'MN B
UTAJINN

OEPPYHNO BUJIJIA

YrpaB/iieHne KOHTPO/ISI KAYECTBA CHabXXEHUS U
10 AesaM noTpebutenemn

[1aBa oTze/1a KOHTPO/IS1 KAYEeCTBa CHab)XeHus
3/1EKTPO3HEPIrNEN

[naBa otgesia rno yMHOMY Y4YeTy
3/1eKTpUYECTBa U rasa

Yye6HbiX BU3NT ®CT Poccum
MunaH, 4 mapta 2010
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NMOBECTKA QHA

e O630p perynmpoBaHus KadectBa yCiyr B
061acTn 3neTKpo3aHEpPrnm

e KpaTkun 0630p peryimpoBaHMUS YMHbIX CUCTEM
YUYETa 3/IEKTPO3HEPIrnn U rasa
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HOPMATUBHO-INMPABOBASA BA3A
FOpuanyeckme noJIHOMOUYMA OpraHoB
perysimpoBaHus

BTOMaTU4YeCkK
KOMIMeHCaluusa
B CYHAE HEWNCIOJIHEHUA
CTAHLAPTA
Cr. 2(12) nap. g)

OpraH perynimpoBaHusi

CTAHOAPTbI KAYECTBA\——

(rapaHTMpoBaHHbIE/BCEOOBEMNIOLLN
e)

n JUPEKTWBbI

Ct. 2(12) nap. h

(4715 KIneHToB)

CBsi3b KauecTBa
noCTaB/IieMbIX YCNyr C
pa3MmepomM Tapuda
Cr. 2(19) nap. a)

Cr. 2(12) nap. e)

(47159 KOMM.
C/1yk6)

NMPEANOXXEHUA NO
JINMUEH3UPOBAHMIO
Ct. 2(12) nap. b) n o)

CAHKLUMWN B CJ1YHA
HEBbBIMOJIHEHNA
PACMOPAANTEJIbHbBIX
YKA3ZAHNU
Ct. 2(20) nap. ¢

(ans nuy oTBe4varomx 3a
JINLEH3UPOBaHNE)



HOPMATUBHO-INMPABOBASA BA3A
FapaHTUpOoBaHHbIe U BCceobbemioume
CTaHAapThbl

e 3aKOH NpeaycMaTpuMBaeT ABa TUMA CTaHAApPTOB
KayecTBa

— NapaHTupoBaHHblie ctaHaapTbl (I'C): nx PyHKUKUS
3aK/to4aeTcsa B obecneyeHMn MMHUManbHOrO YPOBHS
KayecTBa BCEM K/IMEHTAM U TaknuM 06pa3oM OHM
OPMEHTUPOBaHbI Ha 3aLUUTY noTpeburtenen,
o6cny)xuBaeMbixX Xyx e BCex, nocpeacTtsoM
KOMMEeHcaLuuu;

— Bceobbemnrowme cranpgaptbl (BC): nx pyHkums
3aK/II0YAETCA B MOHUTOPUHIE AeATENIbHOCTU KOMMaHMM Ha
CUCTEMHOM YPOBHE M T.0. OHU OPUEHTUPOBAHbI HA
obecneuyeHune coBepLUEeHCTBOBaHUSA NOCPeACTBOM
CTUMYNUPpYOLWKNX / WITPAPHbIX CXeM

e Bbi6op TMNA CTAaHAAPTOB B 3aBUCMMOCTW OT Pa3/INYHbIX
aCrneKkToB KayecTBa OCYLLECTBASETCA OpraHaMm
PeryMpoBaHus
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HOPMATUBHO-INMPABOBASA BA3A
FapaHTUpOoBaHHbIe U BCceobbemioume
CTaHAapThbl

e [apaHTUpOBaHHbIE CTAaHAAPTDI
— OTHOCATCS K KaXXAOW OTAENbHOWN CAENKE MEXAY KIMEHTOM M KOMMYHANbHOW Cy>x6on

— [leTtannanpoBaHHas MHdopMaLmMsa 0 AeATENbHOCTN KOMMAHWUK, BNIOTb 10 YPOBHS
OTAENbHOro KmeHTa (HeobxoaMMOo AeTanbHOE UCCNIEA0BaHNE)

— [apaHTUPOBaHHbIN CTaHAAPT = MUHUMASbHBIN YPOBEHb KaYecTBa
e TK: MakcuMManbHOE BpeMS Ha MNOAKOYEHNE KITMEHTOB MPU HECNOXHbIX paboTax
e H3: MakcMManbHOE KONMMYECTBO OTK/IHOUYEHWUI B FOf, HA OIHOrO NoTpebuTens

e Bceobbemnowme ctaHaapThI

— CcbInaloTCs Ha CPEeAHIO NPOU3BOANTENBHOCTb KOMMYHasbHbIX CY>XX6 B KOHKPETHOM
obnactu

— @OYHKUNS MOHUTOPUHIa NOCPEACTBOM NEpMOANYECKON NybnmnkaumMm pe3ynbTaToB
(MOXeT BNUATb Ha pernyTauuio KOMMaHuUn, eciiv 3To He (PMHaHCOBbIE NoKa3aTesnn)
— Bceobbemnowmnn ctaHaapT= cpeaHee KavyecTBo (MM Ka4ecTBO B AaHHOM
MNPOLEHTWU/TIbHOM 3KBUBAJIEHTE)
e TK: no kpanHen mepe Ha 90% nNpeTeH3nn KIMEHTOB OTBET MOCTYMNAET B TEYEHUM
MaKCMMasibHOr0 BPEMEHW, OTBEAEHHOrO Ha UCYEPNbIBAOLWMIKA OTBET
e H3: MakcMManbHOE KOSIMYECTBO OTK/TOYEHMI B FOJl Ha OAHOMO NoTpebuTens
(cpeaHun nokasaTtenb Ans KOHKPETHON obnact)

Autorita per l'energia elettrica e il gas



CPEACTBA PETYUPOBAHUSA KAYHECTBA
YCNYI - MHOITOACNEKTHOE
PETYJIMPOBAHUE HATIPA)KEHUA

YOIYIU B
OBJIACTH
SJIEKTPO3EH
PI'ETHKH

TOBAPHOE
KAYECTBO

HETIPEPBIBHOCTbH
SHEPIOCHAB)XEHUA

KAYECTBO
HATIPSDKEHUA

Autorita per l'energia elettrica e il gas

e CALL- LIEHTPbI
e BbICTB/IEHWE CHETOB
* )KAJIOBbl

» [ITOBTOPHOE NMPUCOEANHEHNA K
CETU NOCJIE OTCOEANHEHNA 3A
HEYTIJIATY

o [MO/JCHET MOKA3ATE/IEUA

e BCTPEYN

e HOBbIE CMETbHI TOCTABOK

o [TPUCOESIMHEHUS K CETU

¢ OBECTIEYEHUE CHAB)XEHUSI
 [TPOBEPKA CHETYMKOB

o HE3AI/IAHUPOBAHHDIE INMEPEBON
SHEPIOCHABXXEHWA (J/TUTE/IbHBIE
U KPATKOBPEMEHHDIE)

» 3AT1/IAHUPOBAHHbIE
(NMPOrHOLLNPYEMBIE)ITEPEEON
SHEPIOCHAB)XXEHUA

o [IPOBEPKA HATPSDKEHUA
» KOJIEBAHUA HATIPSDKEHUA
» [10OBbILLIEHUE/CIIAL HATIPSDKEHWA

* YACTOE CKAYKOOBPA3SHOE
U3MEHEWNE HATIPSDKEHUA

e MEPLIAHNE
e TAPMOHWNYECKWE BOJIHbI
» IMCBAJIAHC

» -

>
>

> <

EVHIK
9YHOOIdIHE

BUNAIUdLONLT
] I;’MDI;’)MWDHVd.L
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LLEJIN PEINYJIMPOBAHNA KAYHECTBA
OBCJIY)XUBAHUASA

PETYJINPOB
AHUE
KAYECTBA

SALINTA

v OBECMEYEHME OOOBPEHME U
MPEAOCTABUTb OECTTYNHBAZILIX MOBbILUEHMS MCMbITAHUE
UH®OPMALINIO HAMXYALLIAM KAYECTBA PbIHOYHbIX

OEPAZOM OBCJTY)XUBAHUA MEXAHU3MOB
e YCTAHABJ/IMBATb e YCTAHABJ/INBATb U e YCTAHABJ/IUBATb e OTAABATb
HAAE)XXHDIE COBJIIOOATDb U COBJIIOAATDb NMPEAMNOYTEHME
NPABUJIA FAPAHTUPOBAHHbIE BCEOBBEMJIIOLL BbIBOPY
OLIEHKM CTAHOAPTDI VE CTAHOAPTDI NOTPEBUTENSA B
®AKTOPOB KAYECTBA KAYECTBA CUTYALMSX, B
KAYECTBA e OMPEAENSATH e VBSI3KA KOTOPbIX 3TO

e NMYBJINKALMA PA3MEP . KAYECTBA SABJISETCSA
®AKTUMECKME MHANBUAYAJIbHOU OBCNY)XXUBAHUA BO3MOXXHbIM U
NOKA3ATENN KOMMEHCALUM 3A U PASMEPOB BE3OMNACHbIM
KAYECTBA HECOOTBETCTBMUE NJIATEXXEN

CTAHOAPTAM (TAPUDOB)
- OHALAIUdVERAL | ULOOHANDIFOPE OLl FIUHYIOdNLTAITd
O VHOIRDHMHYIOIM A Td-FAHY IO ANLD—> ~—BUTHIAOIHOY >
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KOHLIENTYAJIbHbIW NMJ1AH
PErYJINPOBAHUA KAHECTBA
OBCNTY)XNBAHUSA

NENATb SALLUATA OBECMEYEHVE OJIOBPEHVE W
MHOOPMALMD | TTOTPEBUTEJIE MOBbILLEHWS VICTMbITAHVE
nocTynHon | OBCIYXXMBAEMBIX KAYECTBA PbIHOYHbIX

HANXYALIAM OBCY)KUBAHMS MEXAHW3MOB

MNyébnukauus

FapaHTUpyeMble KauecTBO LIeHTpoB

TOBAPHOE aKTyanbHbIX ;
nokasaTenei CTaHAapThl obpalleHns
KAYECTBO KayecTBa
TaHAQpTbl Ans
HEMPEPBIBHOCTb |~ PYOBOACTEO MO N ifiorokpatHbix/dpesss MexaHm3Mb
MepaM Y NooLLpeHns n
SHEPIOCHABXXEH aMHO ANNTENBHBIX
e perynnpoBaHus OTKITHOUEHMI wrpadgos KOHTpaKThbl Ha
Ka4yecTBO
Cucre ’ 3N1EKTPO3HEPIUN
NCTEMBI WHUMarbHble
KALIECTBO MOHUTOPWHIa CTaHaapThbl
HATPSKEHWS Aap
Ka4ecTBa KayecTsa

Harnps>XeHus Hanps>XeHns
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MOHMTOPMHI HENPEepbIBHOCTHU
pacnpegesieHUss NoOCTaBOK

NENATb SALLATA OBECMEYEHVE OJIOBPEHUE W
MHOOPMALMIO | MOTPEBUTENEN MOBBILLEHMS MCMBITAHVIE
NOCTYMHOWA BCNYKMBAEMbIX KAYECTBA PbIHOYHbIX

H%Véﬂl\‘j'l"" OBCY>KVUBAHMS MEXAHV3MOB
" Tybnukauus

apaHTUpyeMble
CTaHAapThI
KayecTsa

KauecTtBo UeHTpOoB
obpaLeHus

aKTYyanbHbIX
rnokasartenemn

TOBAPHOE (
IKAHECTBO

TaHOapTbl Ansd

OroKpaTHbIX/4Ype3Bbl MexaH13Mb!

PykoBoacTBO no

[HEMNPEPBLIBHOCTb <

MepaM alHO ANMTENbHbIX MOOLLPEHMNS
IagEPFOCHAE)KEI- DErynMpoBaHUS ekl WITPachos A—
, KayecTBO
CHCTeMb) y \ 3N1eKTPO3HEPTrUmn
MHUMASbHbIE
KAHECTBO MOHUTOPWHIa CTaHAapTbl
HAMNPSAXXEHUA
Ka4ecTBa KayecTBa
HanpskeHns HanpsHKeHUs
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PyKkoBOACTBO NO MepaM perysimpoBaHuUS:
HenpepbiBHOCTb NOCTAaBOK — OCHOBHbIE
NOHATUSA

e TeppuTOopmanbHasa Knaccudukaums NoCTpaaaBLLMX KITMEHTOB

e KNMeHTbl NONy4Yarowme HU3KUMU YPOBEHb HaNpsXKEHUS U
CTpajatouime oT rnepeboes noagaym sHeprum

e Cucrema TeneynpasneHus

e Perncrpauus nepeboes nogayu sHeprunm

o Qopc-maxop

e KaK oLeHMBaeTCa HeENPEPbIBHOCTb

e KTO OLEHMBAET HEeMNMpepbIBHOCTb

e [IpoBepka MHMOpMaLIMK MO HENPEPbIBHOCTU SHEProcHabxeHus

Autorita per l'energia elettrica e il gas 10



TEPPUTOPUAJIbHAA KTACCUDOUKALINA
NMOCTPAAABLUUX KJIUEHTOB

e TeppuTopuanbHasg Knaccmdukaumsa Heobxoamma B LIensx
YCTaHOBNEHUS OTAEbHbIX MPUEMSIEMbIX CTAHAAPTOB

e NtanbsHcKas Knaccmpukaums

e [opoackue ('c BbICOKOW MIOTHOCTbIO HaceneHns")
0bnacTu: TeppuTopUsa HaceseHHbIX NYHKTOB C 6osee
yeM 50,000 >kutenen

e [lepexoaHbie ropoackue ('co cpeaHen NAOTHOCTbIO
HaceneHnsa”) obnacTn: TeppuUTopuUs HacesneHHbIX
nyHKTOB C 6bonee yem 5,000, HO MeHee 4yeM c 50,000
Xutenen

o Cenbckue(“c HM3KOM MNIOTHOCTbIO HaceneHmns”)
0bnacTn: TeppuTopUsa HaceNeHHbIX NYHKTOB C 6osee
yeM 5,000 xuTtenen

Autorita per l'energia elettrica e il gas 11



KnueHTbl nony4yarowme HU3KMN YPOBEeHb

HanpshKeHus U cTpagarowime ot nepeboes

noaauu 3Heprum

o 2007: oueHka
e [epebou, BO3HMKLUME B C/ZIeACTBUN HEMCNPABHOCTEN TPaHC(POPMATOPOB C
BbICOKMM WM CPeAHUM YPOBHEM HaNPSHKEHUNA:
OuLEeHKa KOMMYECTBA K/IMEHTOB MOJTyYatoLNX HU3KUA YPOBEHb HAaMpsXXeHUs =
TpaHcd. o cpeaHUM/HU3KMM YPOBHEM HaMpsXXeHUs * KOIMYECTBO MOAb30BaATENEN |,

NOAYYaoLWNX HU3KMW YPOBEHb HAaNPSXXEHWUS OT TPaHCd. CO CpeaHWM/HU3KMM YPOBHEM
HanpsXeHns

(BbICYUNTBLIBAETCS OTAENbHO ANA KAXKAOMO0 ParMoHHOrO YPOBHS)

e [epebou, BO3HMKILME B C/1IeACTBMN HEUCNPABHOCTEN TPaHC(POPMaTOPOB C
HU3KUM YPOBHEM HanpsHKeHus:

OueHKa KONMMYECTBa KIMEHTOB MOJTyYatoLMX HU3KMI YPOBEHb HANpsiXKeHusl =
KOJIMYECTBO NNMHWUIM HU3KOrO HanpsXeHus * KOIMYEeCTBO NOJb30BaTENEN, MONYYAOLLINX

HU3KWIN YPOBEHb HaNPSHXKEHUS Ha JIMHUW HU3KOrO HanpshKeHUs
(BbICYNTBLIBAETCA OTAENbHO A/ Ka)XAOro PalioHHOIO YPOBHS)

C 2008: KOHKpeTHoe 4YMCIo

e T[locpeacrsoM nHcpopmMaLMoHHbIX cucteMm(Hanp.: SCADA, GIS, n 1.4.)

e T[locpeacrBoM cUCTEM YMHOIO YyuYéTa ((pMHAHCOBLIM CTUMYN; B TaKOM Clly4ae

perncrpauust GakTUYeckoro KoIMYeCcTBa KIIMEHTOB MOyYatoLWmMX HU3KUN YPOBEHb
HanpskeHust nepeHocuTcsa Ha 2010)

Autorita per l'energia elettrica e il gas
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CUCTEMA TEJIEYINPABJIEHNSA

e B WUtanuu npu perynnpoBaHnn HernpepbIBHOCTU 3HEprocHabXXeHus
yCTaHaBMBAOTCSH MUHUMarbHbIE TpeboBaHWA MO cucTeMe TeneyrnpaeneHus (ans
BbICOKOIO M HU3KOro YPOBHA HaNpPs>XXeHns)

— Kaxabl pa3 BKIOYEHNE U BbIK/IOYEHME pa3MblkaTens (Ha BbICOKOM U
cpegHeM ypoBHe, >1 KB)Ao/mMKHO aBTOMATUYECKM OTPaXaTbCs U
(PMKCMpoBaTLCA

— [O/mKHbI UMETLCA aBTOMaTU4ecKme pacnevyaTku, oTpaXkalollue Bce
NponcCLLEeCTBUA B CETU

— CucrteMa TeneynpaBneHns A0/MKHa ObiTb B COCTOSAHUN KOHTPO/IMPOBATb MO
KpalHen Mepe CXeMbl BbICOKOIO U CPEIHEr0 HAaNPSXKeHUs Ha TEPMUHANax
KakaoW TpaHCpOPMaTOPHOM CTAHLIMKN C BbICOKMM/CPEAHUM U
KOMMYTALIMOHHYIO CTaHLIMIO CO CPEAHNM HamnpshKEHNEM UM COEANHUTD
CTaHUMIO C APYrMMU pacnpeaenmTenbHbIMU CETAMU OBOLLIErO NONb30BaHUS

e [Ina cnyyaeB HEUCMPABHOCTEN Ha CETSAX HU3KOMO HanpsXeHust TpebyeTcs
NCKTIOYUTENBHO pyYHas permcTpaums, Ho B OTAE/bHOM PErnmcTpe B NMMCbMEHHOM
opMe AOMKEH BECTUCH YUET BCEX TeNEMOHHbIX 3BOHKOB

— YT06bI Y6EAMTLCS B TOM, YTO NEpPCOHaN nocse NoCTyrnsieHns 3BOHKOB
3aHSANCA YCTPAHEHWEM HEMonaaokK

Autorita per l'energia elettrica e il gas 13



lMpumMep: cucrema TeseynpaB/iEHNs B CETU

CraHums ¢ CraHuumsa ¢
BbICOKUM/ BbICOKUM/
cpeaHuM cpeaHuM
HanpsHKeHuneM HanpsHXeHuneMm

i i | nonCTaH“::n(:; :«I:;F::He"fgjgm i i

O
)
)
)
O
)
)

I

[e]
0
O

14



lMpumMep: cucrema TeseynpaB/iEHNs B CETU

BbikodaTenm [O/DKHbI
CraHums c CraHumsa ¢
BbICOKMM/ 6blT b AUCTAaHLUNOHHO BbICOKMM/
cpeaHUM cpeaHuM
anpshkeHueM yrpasBJ/ii€MbIMU f  Hanpsbkennem
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PErMCTP OTKJTFOMEHUN

e [1ns KaXkAoro OTKNOYeHus, pacnpeaenutenbHast KOMraHus
NO/MKHA BHECTUN B «PErUCTP OTKIIIOYEHUIN» CNEAYIOLLYHO
MHMOPMaLINIO

Tun oTKNOYEHUS
(nonrospeMeHHoe/KpaTKOBpPEMEHHOE/AMHAMNYECKoe)

Bpems Havana(cM. Takxxe cuctema Tesneynpas/ieHns)
KonnyecTtBo nNocTpaaaBLUnX KIIMEHTOB

[MpoaomKNTENBHOCTL(ANA KaXXAoW rpynnbl KITMEHTOB C OAMHAKOBOM
NPOAO/IHKUTENBHOCTLIO)

YpoBeHb HanpshkeHus(nepeaaya, BbICOKMA, CPEAHUN, HU3KNI)
Koa nocTpagaBLUnX CXem
[pnunHa(@Popc-Ma)kop, BHELUHWE NOBpeXAeHUs, Apyroe)

KOHKpETHass AOKYMEHTauUms B cnydyae popc -Maxkopa U BHELLHMUX
MOBPEXAEHNN

KOHKpeTHast JOKYMEHTALUMS B C/lydae NpPOrHO3MPYEMOro OTK/TIOUEHNS

e B KOHUe roaa, aneKTpoHHas KONusl peecTtpa HanpasnaseTcs no e-mail B
OpraH perynmpoBaHus
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DOOPC-MAXOP
ynpolieHue npoLiecca

1. 1-n PerynatopHbin nepmoa(2000-2003)
e ICKNIOUNTENBHO AOKYMEHTAsbHbIE CBEAEHUS

2. 2-n PerynatopHbi nepuoa(2004-2007)

e Bbibop Mexay AOKYMEHTaSIbHbIMU CBEAEHUSIMU U
CTaTUCTNYECKNM anroputMoM (OCHOBHbIE
cobbITNS AHSA)

3. 3-n PerynsatopHbi nepuoa(2008-2011)

e CKMOYMTENBHO CTAaTUCTUYECKUN ANTOPUTM
(Mepwuoapbl NckntounTenbHbIX YcnoBun) +
BO3MOXXHOCTb JIOKYMEHTaIbHOro NoATBEPXXAEHUS
B 0COBbIX C/y4vasix
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KAK OLLEHUBAETCA HENPEPbIBHOCTb

e OTK/IIOYEHMS OLIEHUBAKOTCA NOCPEeACTBOM

— BpeMeHn Mexay OTK/IIOYEHUSIMU NN KONU4YecTBa
OTKIOYEHNM (A9 KaXXaoro Tuna) B nepuos BpeMern (B
obLieM, 1 roa) Ha AaHHOW TEppUTOPUN pacnpeaeneHums
(enmHoobpasHo!) N (konnyecTBa) KIMEHTOB

K
e SAIFI: cpegHee KONMYECTBO ANIUTESbHbIX >N,
OTKJTIOYEHUIN HA KJIMEHTA B rof SAIF] = =
(MAIFI ans KpaTKOCPOYHbIX OTK/1.) Nior
e SAIDI: cpeaHaa npoao/mKUTENbHOCTb i N.D
OTKJ/TIOYEHMM Ha K/IMEHTA B oA S

SAIDI = 1=
— [1na KaXkgoro oTK/1to4eHns 04HOro TUna, N,

rMAaBHbIMUN PErNCTPUPYEMBIMU XapaKTEPUCTMKAMUN ABNAIOTCA
e [locTpapaBwme knmeHTol N.[1 SAIFI, SAIDI

e [lpoao/mKMTENBHOCTL (BpeMs Havana u 3aBeplueHunsi) D.[1 SAIDI
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KTO OLLEHUBAET HENPEPbBIBHOCTDb

e PacnpepenutenbHas KoMMnaHus
— Cuctema ancraHunoHHoro ynpasneHns(SCADA): Nno3BONsSieT aBTOMaTUYECKH
PErNCTPMPOBaTL BPEMS Hayasna KaXaoro OTK/IHYEHUS U BCe onepauumn C
BbIK/IloUaTeNnem

e MTanusa: 0643aTenbHO AN KaXKA0M CXEMbI BbICOKOrO U CPEIHErO
HaMPSHKEHUS

— Perncrp oTK/IlOYEHUI: COAEPXKMUT BCO MHMOPMALIMIO MO KaXKaoMy
OTK/It0O4EHUO (0BHOBNSIETCS BPYYHYIO)

e /ITanusa: 06s3aTeNnbHO A9 KaXkaoro A0/roBPEMEHHOMO U
KPaTKOBPEMEHHOI0 OTK/IIOYEHUS; Y NOJIb30BAaTENEN MMEETCS AOCTYN K
PerncTpy

e QOpraH perynmpoBaHus
— Kaxxabli roa cHabXxaeTcs nokasaTensaMmn npoaoKUTENBHOCTU OTK/TIOYEHUN B
roa U 3NEKTPOHHOM KOMUEN PErNCTPa U OCYLLECTBISET NPOBEPKM

e WTanusa: ansa Kaxaoro TepputopuanbHoro pamoHa (~300): SAIDI, SAIFI,
MAIFI, otgensHoO Aand: 3annaHMpoBaHHbIX U HE3aM1aHMPOBAHHbIX
OTK/IHOMEHNN, pa3bmBKa MO NPUYMHAM OTK/THOYEHUM, YPOBHIO Ka4yeCTBa
HanpsXeHus, TeEppUTOpmnanbHOM NIOTHOCTY

o KnueHTbl: nHAMBUAYanbHas MHdopMauma ans 60NbLUMHCTBA

e Tanus: KIMEHT MOXET NOMPOCUTb O COBEPLLUEHNN UHANBUAYANbHbIX
3aMepeHnm
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NMPUMEP EXXEFOAHOW NH®OPMALIMU NO
NMPOAOJINKUTEJ/IbHOCTU OTKJTHOUMEHUM
NMPEAOCTABJIAEMASA OPTAHAM PEIYJINPOBAHNSA
(B cune ¢ 1999 roga)

KOMM. CITY>XBA: ENEL Distribuzione Spa
OTKNOYEHWUA: HE3ANNAHUPOBAHHHLIE, ANMATENBHBIE
TEPPUTCPWUA: BCA COBOKYINMHAA

rof: 2004
A0 MECSILIA: 12

Autorita per ['energia

YPOBHW HATIPAXKEHWN A
MPUYMHA Mepenaua BH CH HH UTOro
ANUTENBHCCTb
(MakcumanbHas & opc-maskopbl 0.0 5 140 » e
ANUTeNbHas Harpyska ’ ]
(CML), SAIDI) Mo BUHE nonb3oBaTenel unu
3-X nuy 23 O ——— —— 15,0
Mo BUHE KOMM. cnyx6 J
0,0 30 456 1444 63,1
UToro npnuvH 2.3 3,1 71,7 17,0 94.1
MPUYNHA Mepegava BH CH HH TOTAL
KONMYECTBO
v & opc-mazkopsbl
eKyL WA YypOBEHb
gpn::lia _glfll:l\ 0,00 0,00 0,08 0,00|UTOTIC
Mo BWHE nonb3oBaTener nnn
3-x iy 0,14 0,01 0,28 0,01 0,44
Mo BUHE KOMM. cny6
0,00 0,10 1,87 0,14 2,11
UToro npuuvH 0,14 0,11 2,23 0,15 2,55
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NMPOBEPKA NH®OPMALIUA NO
HEMNPEPbIBHOCTU SHEPIOCHABXXEHUSA

CTyneHu OueHKM pa3BUTUSNA
NnaHvpoBaHue

A. BbiIbOp KOHTpONMpPYEMOro TeneynpaanleMoro LeHTpa/ pauoHa
B. TMNoaroroBka “"KOHTPOJ/IbHOIO Nepe4yHsa”, cornacHo cneundmnke cuTyaumm

OdumumnanbHoe pewieHune
- Pacnopﬂnmeanbm [OKyMeHT 13Aaétcst OpraHoM perynvnpoBaHust v nyb6nukyeTcs Ha
canTe 6e3 yka3aHus HaMMeHOBaHWN BbIBPaHHbIX KOMMaHWIA
3a Hepgento: obbsaBNeHmne
— OnepaTop nony4aet MHMOPMALMIO O NMakeTe AOKYMEHTOB, KOTOPbI HEO6X0AMMO
cchopMMpoBaTb U O AaTe/MecTe NpoBeAeHNS NMPOBEPKU
Bo BpeMsA NpoBepKu:

A. 3anoJsiHeHMe KOHTPOJIbHOI0 NepeyYHs Mo opraHn3aunn ornepaTopoM paboyero
npouecca, NpoueaypaM ynpasfieHUs OTKIIOYEHUSMU, CUCTEME TeseyrnpaB/eHns ...)

B. CnyuvaiiHas BblI60pKa nepuoaa OTK/IIOMEHUS AN NPOBEpPKU

C. Wtoru npoBepku

10 OKOHYQHUIO NPOBEPKMU:
- OTyeT 0 NnpoBepKe coaepXalluM PacyET 3-X MHAEKCOB (TOYHOCTb, KOPPEKTHOCTb,
CUCTEMA perncrpaummn), nepenaeTcs KoMnaHmm

— ®uHanbHoe 06cy)XxaeHme Mo OTK/IOHEHUIO UK yTBEpPXKAEHUIO (N0 pe3ynbTaTaM
ourLManbHbIX 06CYXXAEHNN) Ha OCHOBaHUWN Pe3ynbTaToOB MHAEKCOB
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NMPOBEPKA UHOOPMALIUA NO
HEMPEPbIBHOCTU SHEPIOCHABXXEHUA

MpoBepkunu, AEEG
NMHudopmaumm no
HenpepbIBHOCTHU
SHeprocHabxeHus

1 1998-99
12000
12001
12002
12003
1200
I %00

I 200
6
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PEr'YJINPOBAHUE METOIOM
CTUMYJINPOBAHUA
PACIMPEAEJNIEHME

NENATb SALLUATA OBECMEYEHVE OJIOBPEHVE W
MHOOPMALWMIO | TTOTPEBUTENIEN MOBbILLEHMS MCTBITAHVE
NOCTYMHOWA OBSQ%?(%BSEWX KAYECTBA PbIHOYHbIX

BCITY)KVUBAHUS MEXAHVI3MOB
OBPA30OM Sl SLilo

MNyébnukaumns ["apaHTUpyeMble AYyeCTBO LIEHTPOB
TOBAPHOE aKTYyallbHbIX CTaHAapThbI obpaLleHus
KAYECTBO rokasarenei KayecTBa
KayecTBa
PykoBoACTBO NC CraHgapTbl Ans MexaHuM3Mbl
HEMPEPBIBHOCTb MepaMm HOrOKpaTHbIX/4Ype3Bbl NOOLLPEHNA U
SOHEPTOCHABXXEH perynmpoBaHus YalHO ANIUTENbHbIX wTpacdos
ns OTKITHOYeHMi KoHTpakTbl Ha
KauecTBo
3/1eKTPO3HEPrnm
KAYECTBO Cucrembl MuHUManbHbIE
HAMPSKEHMS rorToprinra CTanAapTL

Ka4yecTBa
Hanps»XeHund

Ka4yeCTBa
HarnpsXeHu4d

SAIDI: ¢ 2000 ropa
SAIFI+MAIFI: c 2008 roaa
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ycnoeus oJisd YCNEWHOIO
PEF'YJINPOBAHUA KAYHECTBA
OBC/IY)XUBAHUASA

[pucnocobnenune uenen perynsaTopHbIX CXeM A1
YYETa crneumdunyeckmnx akTtopos

2. CoxpaHeHue cxeMbl B Hanbosee NpocToM Buae, YToObl
npuBAeYb MHBECTULMM KOMMaHNI

3. PerynupoBaHuMe KayecTBa HE MOXET AOCTUMHYTb
KOHEYHOW TOUYKM B Pa3BUTUU: HEOOXOAMMO MOCTOSAHHOE
PA3BUTME N NMPOBEPKMU

4. PerynupoBaHWe KayecTBa YepnaeT Bbirogy B 60/bLLON
CTEMEHU NpY NOLLAroBOM MOAXoAe K npoLeccy

5.  OTKpbITbIN Ananor Mexay BCEMU CTOPOHaMMU, ABNSIETCS
BaXXHENLLUEN YaCTblo 3DPEKTUBHOINO perynmpoBaHus

Autorita per l'energia elettrica e il gas 24



1. NPUCNOCOBJIEHUE LLEJIEV PEFYJIATOPHbIX
CXEM ANiAA YYETA CNELUNOUNYHECKUNX PAKTOPOB

Pa3pbiB MeXxly YPOBHEM HenpepbiBHOCTU 3HEepProcHab>xeHus B
NTanmm n gpyrmx KpyrnHbiX eBponeruckmx crpaHax (®PpaHuus,
Bennkob6purtaHus, FrepmaHuns)

1 LIEJ1b A: noBbilleHWe cpeaHero YpoBHSA HENPEPbLIBHOCTH
3HeprocHab)xeHus B ITanum B COOTBETCTBUM C EBPOMNENCKUMMU
KpUTEpUsamu

Pa3pbiB MeXay ceBepHbIMU U HOXXHbIMU permoHaMm

0 LEJIb B: coOKpaTUTb BapuaLmn perMoHanbHOro u pamoHHOro

YPOBHS MO CPaBHEHUIO CO CPEAHUM YPOBHEM CTPaHbI
Mpoueccbl nnbepanusaunmn n npMBaTusaymum

0 LEJIb C: paclumpuTb CETb MHBECTULIMIA B LIENSIX AOCTUMXEHNS Bonee
BbICOKMX YPOBHEWN (€CNN AOCTMXXUMBI) UNN B LIENSX YyYLIEHUS

[0 LEJTIb D: obecneunTb yaAOBNETBOPEHNE NOTPEOHOCTM KIIMEHTOB B
3/1EKTPO3HEPrum
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2. HAMIMPOCTEMLLASI CXEMA /i

PETrYJINPOBAHUE (pa3 B 4 roga)
YCTAHOBJIEHWNE CTAHOAPTOB PASBUTUA N YCTAHOBJIEHUE

LITPA®HBIX/TTOOLLIPUTEJIbHbBIX MTAPAMETPOB
e [IporHo3 Ha 4 roga
o Ccbinka Ha AOMrOCPOYHbIE LIENN
o CoBepLUEHCTBOBaHNE 6a30BOWN JIMHUK

e [MoowpuTtenbHble/WTpadHbIe NapaMeTpbl (OCHOBaHHbLIE Ha
nccneaoBaHMM roTOBHOCTM NOTpebutenen nnatuTb)

PEAJIN3ALNA U KOHTPOJIb (Kaxabiv rog)
CPABHEHWE ®AKTUHECKNX YPOBHEN CO CTAHAAPTAMU U
NPUMEHEHWE ®OPMYJIbl 4J19 QAKTUHECKUX LUITPA®OB U

BO3HAIPAXKZEHUM

e Kaxxabin roa, t, KOMNaHMaM, B 3aBUCUMOCTU OT UCMOJSTHEHUS,
NpuynMTaloTCa MO0 BO3HArpaXkaeHust nbo WTpadbl

e Tapudbl COOTBETCTBEHHO KOPPEKTUPYIOTCS

Autorita per l'energia elettrica e il gas 26



2. HAMIMPOCTEMLLAS CXEMA /ii

PETrYJINPOBAHUE (pa3 B 4 roga)
YCTAHOBJIEHWNE CTAHAAPTOB PASBUTUA

e [IporHo3 Ha 4 roga

e CcblnKka Ha AOJITOCPOYHbIE LeSn

e OT KaXX[0ro paroHa 13 roaa B rof TpedyeTcs onpeaeneHHbIi
MPOLIEHT YNyuylleHns (Kaxkaas KOMMaHWS J0/DKHA YyyLlaTh Ha

0. % KaXXabl rofl Mo KaXXoMy 13 paioOHOB)

Std [CML-SAIDInet]
Stdj.. = Stdj. -1x (1— )

vLivPart

ra

1
¢ () o =1— LiVObk 12
o LivOb* J LivPart ;

Jj: Teppumopus pationa(l..300)
k: Ilnomnocme meppumopuu(B/C/H)
t: 200 (pezynupyemviii nepuod. 4 200a)
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2. HAMIMPOCTEMLLASlI CXEMA /iii

PEAJIN3ALINSA U KOHTPO/Ib (kaxxabiu ros)
CPABHEHWE ®AKTUYECKUX YPOBHEWN CO CTAHAAPTAMU U
[MTPUMEHEHUWE ®OPMY/Ibl /1/19 ®AKTUYECKUX LLITPA®OB U
BO3HAIPAXK/IEHUM

o Kaxabin roa t, KOMNaHUsIM, B 3aBUCUMOCTU OT UCMONIHEHNS, NPUYNTALOTCA TMbO
BO3HarpaxxaeHnss nmbo wrpadol Act . (€OMHbIE NAapaMeTpbi
NpeMmnpoBaHus/WTpados YCTaHaBJ'IVIBalOTCFI 3apaHee B Ha4ase perynsaTopHoro
nepuoaa)

e Tapudbl eXXeroaHo KoppekTupytotca:  xq, = Q, /4onyctumbivi 4oxoa [%]
e [ns noolupeHnn n WwtpadoB YCTaHaBINBAIOTCA MaKCMMaribHble pa3Mepsl

O, [€]

price_cap=RPI-X%q | Q= » Qui= > (Stdj..— Act..)x|VENS;..]

jeDistricts je€Districts

[VENS;./] [@m / ndom@n, 2 dom}
] >

+Max

876

Std, Act [CML]

EamHbie ctumynbl/LLTpagbl ycTaHaB/IMBAIOTCS 3apaHee
[€/kBT1/4-Heobcnyx.]
Ha OCHOBaHUN UCC/IEA0BaHNsl FOTOBHOCTU MOTPebUTENEN
-Min U NpueMNIEMOCTU KOMITEHCaLUN
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2. HAMIMPOCTEMLLAS CXEMA /iv

EAVUHLIE NAPAMETPbBI MOOLWWPEHUL/LUTPA®OB
npMMeHsieMble BO BTOPOU peryisiuMoHHbin nepuopa (2004-07)

BbITOBbIE
MOTPEBUTEJIN
MNapameTtp C

dom

MPOMBILIEHHBIE MOTPEBUTEJIN
Mapametp C.

dom

(PAVIOHbI C HAUTYYLLnMIK
MNMOKA3ATENAMN)
Hwxe nokasaTenen no crpaHe

7.2 €/KWh-ENS(HegonocTtaBneHHas
3Heprus)

14.4 €/KWh-ENS (HegonoctaBneHHas
JHeprus)

(PAMOHbBI CO CPEAHNMM
MOKA3ATESAMIN)

B 2-3 pa3a Bbllie nokasaTeneun
no CTpaHe

10.8 €/kWh-ENS (HenonocTasneHHas
3Heprus)

21.6 €/kWh-ENS (HeponocTasneHHas
9HEeprus)

(PAVOHbBI CO HAUXYALUMMU
MNOKA3ATENAMW)

bonee yem B 3 pasa Bbliwwe
nokasaTesien no cTpaHe

14.4 €/kWh-ENS (HegonocTaBneHHas
3Heprus)

28.8 €/kWh-ENS (HegonocTaBneHHas
3HEeprus)

loka3atenu no ctpaHe(cetb SAIDI-): ropoa 25 muH/Ha noTpe6/roa,

ce/lbCckasi MECTHOCTb 60 MuUH/ Ha noTpeb/roa

Autorita per l'energia elettrica e il gas
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2. HAMIMPOCTEMLLASI CXEMA /v

NEPEPACYET CTAHAAPTOB B 1-M un 2-M PEIYJIATOPHIOM NEPUOAE

B
xR
I 90 - - NMpumMep:
E P 1-U PEFYNATOPHbLIUN NEPUOA N
S o rOPOACKUE 30HbI
=
T
O 5 70
5 s < 2-U PEMNYNATOPHbLIV NEPUOL
| =
C 5 60
o
< § \l\\-\-
L 2 5
|_
> 3
I 5 40
E) —
S ® b
E 30T T eeee—— — — —
O3 ol
T £ v
Ks 20
O3
L =
=4 10 Cpeagnne
CED 2 CTaHAapTbl
§ O T Y T ! T T T
= 1998/99 1999/0 2000/01 2001/02 2002/03 2003/0 2004/0 2005/0 2006/07
4 5 6
'a'Ll,enM =B dakTnyeckwii ypoBeHb == CpepHwvie ctaHOapThbl
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3. NTEPNOANYECKASA OLLIEHKA AOCTUTHYTOIO/i

Llenb A YnyJyweHue obuiero ypoBHs HenpepbiBHOCTH
3HeprocHab)xexHus B UTanumn

SAIDI - 1998-2008 (3a ucknro4yeHnem criy4yaeB cOpoca Harpysku u
KPYNHbIX MHUUAEHTOB Ha ceTu nepeaay)

200
CPEAHASA CBEPX LLEHA ANA

HpacbiBaHMA Harpy3Ku)

v

MuHYT noTepsiHo noTtpebutenem (SAIDI)
nepegayen u ¢

(32 UCKNOYEHMEM KPYTHBIX Nepeboes ¢

OB B B e NOTPEBUTE/NEN

) ol 2000-2003: OKOJ10 3 €/HA
NOTPEBUTENSA/B rofi

SN BN B B 2004-2007: OKOJI0 4 €/HA

L B E— NOTPEBUTENSA/B rofi

D I NN 0 EERREESN 20 DERTIERGN 0 ERTOERREE 00 SRR

D - En JUSKENEEEY PEamaeRn 0 mEOTRTRN 000 SEueeRee 000 R =

D  HEESS = FEUUOSEGSY @ TusoTuoee 2020 SUSUSUGOED 20 [EOUSUSORR 0 EESTEeoTEe

D ISRy REERTEARER 0 EENESRRE 0 EEERORERN 0 ERERAEERE 0 SLSARRRE

D - EESh 0 BEERERRRER 0 BESERRSER 0 LEERRRERN 0 [COERESERE 0 ESERESEREE

0 I I I I I I

I I I I

1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008

= ® [IpepbiBaHMA HE NO BMHE onepaTopa

MpepbiBaHMA MO BUHE onepaTopa
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3. NTEPUOANYECKASA OLLEHKA AOCTUITHYTOIO/ii
Llenb A YnydweHue obLiero ypoBHsi HenpepbiBHOCTU dHeprocHab)xeHus B
UTanum

SAIDI - 1998-2008 (Tonbko npepbiBaHNA NO BUHE onepaTtopa)

300

257

250 -

200 ~

150 -

100 -

Minuti persi per cliente BT all'a
solo interruzioni di responsabilita dellimpresa distributri

50 -

1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008

e CeBeEp —o—¢ LleHtp —i— Or —a  Yltanus
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3. NTEPUOANYECKASA OLEEHKA AOCTUIHYTOIO/ii
Llenb A YnydweHue obuiero ypoBHsi HenpepbiBHOCTU dHeprocHab)xeHus B
UTanum

SAIFI - 1998-2008 (3a ncknroyeHmemM cny4yaeB cOpoca Harpy3ku u
JKPYNHbLIX MHUMAEHTOB Ha ceTy nepepay)

5,51

N
|

(esclusi interventi sistemi di dife
w
|

-—
|

Numero medio di interruzioni per cli

1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008

Cesep == LenTp = |Or == ' Wtanusa
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3. NEPUOANYECKASA OLLEHKA AOCTUTHYTOIO /iv
Llenb B CokpaTtutb pa3pbiB mexay Cesepom u FOrom

SAIDI - 1998-2008 (3a ucknro4yeHnem criy4yaeB cOpoca Harpysku u
KPYNHbIX MHUUAEHTOB Ha ceTu nepeaay)

285
270 262
= 5 250 — S U 5. - . b I
= T
© €
- : 204
=2 200 gl pres
Do . 192
=w 186 180 162
e 4B N O e T ———
QL - _
05 . . 123
‘% E " 129 135 nd15 - 17
'a ® 100 |- ..o w110 i .‘105-3.1 ____________________________ 87 ... ... ol
o2 106 ] U . e K33 83 = 90
S 5 74 : AR neei® 66
_E E 50 —"""""“"""""""""""""""""""“""'“"""""""""""""""'“""'“"'""""""""""""""5::;'5'2"'v'-:‘r';_._',j,r';'j;'5 --------- 53 --------------
(%
)
=~ 0 | | | | | | | | | |

1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008

| Cesep —gp— LleHTD e |Or sl = [iTanusa
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3. NEPUOANMYMECKASA OLLIEHKA AOCTUIHYTOIO /v
Llenb C UHBeCcTULMUM B yNyUylLEeHUe CeTu

MunnvnoHoB eBpo /
+16% B

/ o 562 Bbicokasi NSI0OTHOCTb
233 (Fopop)
o o MHBeCTULIMM B KQ4eCTBO
420
386 = 159 196 | CPemHss NNOTHOCTb (OTﬂeﬂbHO)
- (npuropon) Pecypc: otBeTt Enel Ha
KOHCYJIbTaLUMOHHYIO CTaThHO
. - - AEEG (2003)
263 Hu3kas nNOTHOCTb
(cenbckast MECTHOCTb)
Media 2000 2001 2002
‘98/99
[on 2004 | 2005 | 2006 | 2007
YucTble CTUMYSbI 67| 125| 165| 189
3ddbekT oT cxembl | [Munn. €] (crumynsi-
NOOLWPUTENbHOrO | LWTPagL)
perynupoBaHuva ons 2-1 perynsiTopHbIn nepuon
HernpepbIBHOCTU | BnusgHue Ha ~ 4.0 €/Ha noTpeb./B roa
3HeprocHabxeHms | Tapudsbl Qovg 04-07 = +3.5%
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3. NEPUOANYECKASI OLEHKA OCTUIHYTOIO /vi
Llenb D O6ecneueHune yaoBsieTBOPEeHUs NOTPpebHOCTEeN KIneHTa

CBSA3b ®AKTUYECKNX YPOBHEWN KAYECTBA U CTEMEHU
YAOBJIETBOPEHHOCTU KJIMEHTOB

(KA b 3HAYOK — OTAE/IbHbIA PEFMOH UTAJTUN)

L 4
1998 R%yz/
A 2002 & /
*

30

KOJ1-BO HEYAOBJIETBOPEHHbIX

KNVEHTOB (%)

0 | | | | | | | | | | I
0 1 2 3 4 5 6 7 8 9 10 11 12
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4. MOCTEMNEHHbIU NoaxoA: 3Bosrouusa

NEPUNOA 1 NEPUNOQL 2 NEPHOA 3
SAIDI — CMLs (cpeg. MoowwpeHus/ MoowpeHuns/ MoowpeHuns/
MPOAOIKUTENBHOCT) wrpadbi WwTpadbi wTpadbl
MoHUTOPUHI Kos-Ba YETKNN
[@paHTMpOBaHHbIE .
MHoOrokpartHble OTKJI. oTKA. (Ans rapaHTUPOBAHHbIN
CTaHAAPTbI(TO/IbKO A1
(makc. Kon-Bo., CH) OT/A€E/IbHbIX K/IMEHTOB CTaHAapT(TosIbKO A4/15
A/INT. OTKI1.)
CH) ammt. OTK.)
SAIFI — noka3saTtenu
koppensiunm (CI) (CpeaH MOHUTOPUHI KOJ/1-Ba MOHUTOPUHI KOJ1-Ba MoowpeHns/wTpadol
41cno) ' A/INT. OTKJI. A/INT. U KpaTK. OTKII. (SAIFI+MAIFI)
OueHb fosrue oTKII. KoHcynbTaymm n [apaHTUpOBaHHbIE
(Makc. NpOAOMKNTENBHOCTb CTaTUCTUYECKUE CTaHAapThI
HH-CH) nccrnenoBaHns (BK/1. NpOrHo3. CobbIT.)
MoowpenHns/wTpadol
KauecTBO nepenaum MOHUTOPMHI nepegayy | 3a KayecTBO nepeaayu
(ENS)
MorunTOpUHr Kau. PaccMOTpeHue HOBOro
KauecTBO HanpshxeHus Hanpsok. BH-CH ceTax | egponesickoro craHaapta
ShortCirc.Power EN 50160
MOHUTOPUHI KO/1-Ba
MHorokpaTHble OTKJ1. Moaenb B3anmocssizeli AV U] JEES SOt
Autorita per l'energia elettrica { il gas KnneHToB HH.) 37




5. OTKPbITbIA AUAJIOI: MHOTOKPATHbIE
KOHCYJ1IbTALIUN

\WtoHb03 Mronb-03 Hos16pb-03 SHBapb-04 SHBapb-04
AHB-04

. 2. . 4, 5. D.4/04
1-a My6nunyHblie 2-9 3-9 My6nunyHbie
[KOHCYNbTAaLMOH cnywaHusA [KOHCYNbTALIMOH ) KOHCYNTbTALlMOH cnywaHua KAYECTBEHH
Hasi cTaTbs Hasi cTaTbs Hasl cTaTbs bl KO

2004-07

e KonnyecreeHHass e lpoeKT NpaBoOBOro e MopuépkHyTbl © Bryitouaer

OLleHKa TeKCTa Lesin CAINSAHUS HenpepbiBHOCTb
BO3AencTBma 1-ro ("nocraHoBneHne”) o fanbHelwme 3HeprocHabxeHus
perynsitopHoro e NlanbHenwme anbTtepHaTuBbl ¢ W KAY€CTBO yCiyr
nepuoaa aNbTepHaTUBbI C YYETOM e TexHU4yeckmnm

e Llenn gnsa 2-ro YYETOM 3aMeyaHnM 3aMevyaHum OTYET C aHAJ/IU30M
perynsitTopHoro e [inanasoH 3HaYeHnii o [jnanasoH BJINAAHNA
nepuoaa ANA OCH. 3HauYeHUM ans

e ANbTepHaTUBbDI napamMeTpos OCH. NapaMeTpoB

e 0630pbI NO
KOHKpPETHbIM
BOnpocaMm

Ot 2007: RIA (OueHKa perynipytoLero Bo3/ENCTBMS) 38
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500

400

300

200

100

(HE BKJZTFOYAA UCKJTHOMUTENbHDbIE

EBPOIMA, AJINTEJIbHOCTb OTKJ/TFOYEHUM

NMPOUCLUECTBUA) B MUHYTAX HA KJTUEHTA

Asctpusa BH, CH
[Oanna BH, CH
SctoHusa BH, CH, HH
®paHums HH
epmanus BH,CH,HH
Wcnangus BH,CH,HH
Wtanua BH,CH,HH
Nutea BH,CH,HH
Moptyranusa BH,CH,HH
McnaHna BH,CH,HH
Bennkobpwutanuns BH,CH,HH

=i ST .
[ — tas
= e
1999 2000 2001 2002 2003 2004 2005 2006 2007

Source: CEER, 4-vi OTYET no

Autorita per l'energia elettrica e il gas

corocraBsutesibHoMy aHamn3y, 2008.
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EBPOMNA, KOJIMHECTBO AJIUTEJIbHDbIX
OTKJIOMEHUU (HE BKJTFOUASA UCKJTHOUMUTEJIbHbLIE
NMPOUCLUECTBUA) KOJIMYECTBO PA3 HA KJIMEHTA

5
Asctpus BH, CH
[axuns BH, CH

—l—
' SctoHua BH, CH, HH
(0] HH
paHuus
lepmanus BH,CH,HH
x\ Wcnanams BH,CH,HH
3

N \ Wtanus BH,CH,HH
\(\\ e \ —3¢= JlutBa BH,CH,HH

——g— [opryranus BH,CH,HH
Wcnanna BH,CH,HH

Benukobputanusi BH,CH,
HH

1999 2000 2001 2002 2003 2004 2005 2006 2007

Mctounmk: CEER, 4tMOTYET o
Autorita per l'energia elettrica e il gas corioctaButesibHomy aHanmnsy, 2008. 40



TAPAHTUPOBAHHBbIE CTAHAAPTDI
PACIMNPEAENNEHASA

AOEJIATb 3ALLUNTA 5 OBECIEYEHUE OAOBPEHUE U
VIHCDOPMALI,VIVFO NMOTPEBUTEJIEN MOBbILLEHNA NCIbITAHUNE
AOCTYMNHOU OBCNY>XMBAEMbIX KAYECTBA PbIHOYHbIX
HAUXYOLLUNUM OBCJTY>KMBAHUA MEXAH/N3MOB
OBPA30OM
TOBAPHOE My6nukaums FapaHTMpyeMble KauecTBo
KAYECTBO aKTyallbHbIX CTaHZapThl
nokasaTteneu KayecTBa LIEHTPOB .
KauyecTsa obpalleHumn
HEMPEPbIBHOCTb PyKoBOACTBO MO CraHpapTbl Ans MexaHu3Mbl
SOHEPTOCHABXXEH MepaMm HOrOKPATHbIX/YPe3BblYY
N4 perynnpoBaHns MHO ANUTENbHbIX NOOLLPEHNA U
OTKIIHOUEHMIA WTpadoB KOHTpaKTbl Ha
KQuyecTBo
KAYECTBO SJIEKTPO3HEPInNn
HAMPSDKEHNS Cucrems MHUMANbHbI
MOHUTOPUHI A CTaHZapThl
KayecCTBa KayeCTBa

LILA L -

Autorita per l'energia elettrica e il gas
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YACTbIE OTKJTFOMEHUA /I

Ansa knnentos CH

MakcMMarbHOE KOSMMYECTBO A0/ITOBPEMEHHBIX OTK/TIOYEHUA B COSTHEYHbBIN rOA
[apaHTUPOBAHHbIE CTAHAAPTbI

fopon NMpuropon Cen. mecr
Ao 2009 3 ponr.otkn./roa 4 5
C 2010 2 3 4

e CH KNMEHTHI MEIOT NpPaBO Ha aBTOMATUYECKYIO KOMMNEHCALWIO ECN UX 3aBOAbI/
pene 3aluTbl rapaHTUpPYIOT M3bMpPaTENbHOCTb C pene 3allMTbl OnepaTopoB
pacnpeaenuTenbHon cetu (MocpeacTBOM NMCbMEHHOIO 3asiBIEHUSI ONEpaTopoB
pacnpeaennTenbHoON CETU, B COOTBETCTBMM C UX cneundunkaumsMm — BbinnaTbl Ha
HOBblE 3aBO/bl K/IMEHTOB)

e CH knuneHTbl He BbiC/aBLUME 3asiBNIEHNS B a[IpEC ONEPATOPOB pacnpeaenmTebHON
CETU ONSIauNBaIOT TapUMDHYIO HALIEHKY

e YBbITKM MU3-3@ OTK/IFOYEHUS MO NPUUNHE POPC-Ma)Kopa UK Mo BUHE TPETbUX NNLL
NCKJTIOHAIOTCS

e B3anMocBsi3aHHbIE AaNCTPUM OMEPATOPbl pacnpeaennTeNIbHON CETU, AOMKHbI
CNocobCcTBOBaTb aBTOMATUUYECKON KOMMEHCALUMWN KITMEHTAM B KOSIMYECTBE,
MPONOPLMOHANbHOM YNCAY ASIUTENbHbIX OTK/IIOYEHUIN MO UX BUHE, KOTOPbIE
3aTparMBaloT B3aMMOCBSA3aHHbIX AaYHCTPUM OMepaTOpOB pacnpeaeUTeIbHON CETH
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YACTbIE OTKJTIFOMEHNA /11
KnueHtbl obcnyxmBaembie

Hauxyawum obpasom
e Po3HM4Haa npoaaxxa B Utanum (2006-2008)

% clienti MT peggio serviti su totale clienti
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TepputopuasibHas Mony-
knaccugpukaymsi | Cronny | N'opoackue ropoackue Cenbckue | Menkue
Hble (ropopa) | (tHaceneHHble (cena) AepeBHU
TpaHa NYHKTbI)
~ (@) 3 (CH) 3 (CH)
®PAH Ll"ﬂ c?;_;l'_';)ﬂ CB. HeT (HH) cB. HeT (HH) CB. HeT
BEJIMKOBPUTA 3 (CH) (kaxzaoe npoAo/KUTENLHOCTbIO 6oiee 3-X 4acos)
HUSA 3 (HH) (kaxzaoe npoAomKUTEIbHOCTbIO 6osiee 3-X Yacos)
3 (CH, 2c2010) 4 (CH, 3¢ 2010) 5 (CH, 4 c 2010)
UTANINA CB. HeT (HH) CB. HeT (HH) CB. HeT (HH)
8 (CH) 18 (CH) 30 (CH)
NMOPTYTANns 12 (HH) 23 (HH) 36 (HH)
8 (CH) 12 (CH) 15 (CH) 20 (CH)
UCMNAHUA 12 (HH) 15 (HH) 18 (HH) 24 (HH)

Autorita per l'energia elettrica e il gas

YACTbIE JJIUTENIbHbIE OTKJTHOMEHUSA
CraHpaapTtbl, geucreyrouime B EBpone

Pecypc: CEER, 3-/i
CpaBHUTE/IbHbIM
JI0KN1aA no
Ka4yecTBy MOCTaBOK
3/IEKTPO3HEPrnu,
2005.

JlaHHble
06HOB/IEHBI A/15
UcnaHum n Utanmum

34



OYEHb AJIUTENIbHbBIE OTKJTFOMEHUA /1
CraHgapThl

[@apaHTUpPOBaHHbIE CTaHAAPTbI MPUMEHSAIOTCA KaK K 0ObIYHbIM TaK U K
NCKIOUNTENBHBIM Crlydasm

Tun oTKIIOUYEHMA TepputopunanbH | CtaHpapt ana HH Cranpapt ana CH
as K/INEHTOB K/INEHTOB
Knaccupukaums

He3sannaHupoBaHHoOe e [opoa 8u 4y
e [Tpuropog 12y 6u
e Cenbckas 164 8u
MeCTHOCTb

3annaHupoBaHHoOe Bce 8u 8u

— CTaTtucTmyeckmn Meton onpeneneHuns «llepnoaoB UCKIOYNTENBHOIO YCI0BUS»
MOXXHO 06bEANHUTD C AOKYMEHTAJ/IbHbIMU AO0Ka3aTE/IbCTBAMU AJ15 0CObbIX cnyqaeB)

— O6cyxaeHune no BonpocaM 6e30nacHOCTH
— KoMnaHus o0653aHa BbinIaTUTb rapaHTUPOBaHHbIE CTaHAapThl

— B cnyyae KpynHbIX WM UCKNIOUYNTENBHBIX COObITUIA, KOMNAHUN MONyYatoT
KOMMEHCaLNIo Yepe3 cneLlmanbHbi poHA

— Bce knneHTbl BKaabliBalo HeGoMbLUNE CyMMbl B (hOHA

— KoMnaHuu nony4atoT CTUMY/Ibl, YTOObI MNOKa3aTb CBOK paboTy «B HOPMasbHbIX
YC/TOBUAX>

o KoMnaHuu AomKkHbl BHOCUTb AEHbLIM B (DOH/ B COOTBETCTBMM C UX (DAaKTUUYECKUM KQYecTBOM 6e3 yuéTta
KPYMHbIX UM UCKTOUUTENBHBIX COBbLITUI

e KoMNaHun nony4atoT CYMMY, MpOnopLMOHANIbHYIO 0OXNAAEMOMY YPOBHIO KadecTBa (C TeYeHNeM BpeMeHU
NMOHMXaETCs)
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OYEHb AJINTENIbHbIE OTKJTHOMEHUA /11
Automatic reimbursements

bbiTOBbIE HH n CH He 6biTOBbLIE He 6bITOBbIE
notpebutenn | notpebutenu c HH HH
MOLWHOCTbIO <= | noTpebutenn | notpebutenu
100kBT (He BK/1. | C MOLLHOCTbIO | C MOLLUHOCTbIO
BbITOBbIX > 100kBT > 100kBT
notpeburtenen)
HeBbInosH 30€ 150€ 2€/kBT 1,5€/kBT
eHune
CTaHaapTa
Ha 15€ 75€ 1€/kBT 0,75€/kBT
KeXABIA Kaxxable 4 Kaxkxable 4 4yaca Kaxable 4 Kaxkxable 4
nocneayto
o yaca yaca yaca
LMW
nepuop,
MakcnMmyM 300€ 1,000€ 3,000€ 6,000€
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OYEHb AJIUTENIbHbIE OTKJIFOYEHUA /111

2003: ABapurHOE OTK/IOYEHNE BBMAY NPobnem ¢ nepeaayen / pacnpeneneHnem
Harpy3ku (NoTepst CBA3U C 3arpaHuLEN Ha MPOTSXKEHUM HOUM)

— MMoctpapgano 33MnH. MoTtpebutenen (3a ucknoyeHmnem CapanHun) ,
NPOAO/IKUTENBHOCTb OTK/IOYEeHNs A0 24 YacoB (Cuumnms)

2004: 06 O6LWMpHbIE OTKIOYEHNS B HEKOTOPLIX PErmoHax B CBA3U C NOroAHbIMU
KaTaKM3MaMu.

— bonee 2 MnH. notpebutenen n 4 obwmMpHbIX MHUMAEHTA (7 PErMOHOB)

— Okono 400.00 notpedbutenen 6biM OTKIHOYEHBI Ha NPOTSXXEHMM Bonee yeMm
12 yacos

— Okono 50.000 notpebutenen 6onee yeM Ha 2 AaHS (2.000 noTpebutenen oo 5
OHEN)

2005: lMepBbI Typ KOHCYIbTaLMK

2006: BTopon Typ KOHCyNnbTaLuK

2007: TpeTuin Typ KOHCYNbTaluMh 1 KOHeYHoe peluenne (Monb)
2008: Cpok peanusauumu

2009 1-e Uronsa HoBble cTaHaapTbl Ansa Bcex CH-HH notpebutenen B cnyyae
OYEeHb AIUTENbHbIX OTKIIOYEHUN C aBTOMATUUYECKOW KOMMeHcauuen
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OYEHb AJINTENbHbIE OTKJTHOUEHUA
CraHpaapTtbl, geucreyrouime B EBpone

TepputopuasibHas c Mony-
TOJINYHbIE
KJ/1aCCU@uKauyuns r KU
(Al ( ) (HSE:#:HH:e Cenbckue (cena)
ropoaa
TpaHa MYHKTbI)
OPAH LA 6 u. (CH n HH, 3a UCK/I. WCK/IIOYNTESIbHBIX OBCTOATE/bCTB) Pecypc: CEER, 3-4i
CpaBHUTE/IbHbIM
AoKsag rno
KayecTBy MoCTaBOK
BEJIMKOBPUTA 18 u. (CH u HH, HopMa/ibHble ycrioBus, nepeaaya He BKI1.) S/IEKTDOSHEPI M,
HUSA OT 24 no 100 Y. (MCKIYUTEbHbIE 06CTOSTENIbCTBA, B 3aBUCUMOCTU OT C/I0XKHOCTH) 2005.
JlaHHble
4 u (CH, 2.c 2009) 6 u (CH, 2. 2009) 8 u (CH, 2.c 2009) Zg:gz’;f,”:’ s
UTANTUNSA 84 (HH, 2. 2009) 124 (HH, 2 2009) 16 4 (HH, 2. 2009)
Bce npowucwectsus Bce npowucwectsus Bce npoucwecraus
12 4y (CH n HH, npowucLuecTBusi He 1Mo BMHE OrnepaTopa pPacrpeac/mTeIbHON ceTu 1
LLIBE Ll"ﬂ KPYMHbIE OTK/IOYEHNS HE YYTEHbI)
12 y (CH n HH, uckno4YmTesnbHbIEe MPONCLLIECTBUSI M MPOUCLLECTBUSI B CETYU NEPEAAYN HE
UPJIAHOUNA yqTeHb)
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KOMMEPYECKOE KAYHECTBO
PACNPEAEJNIEHUE

OEJIATb M O'EI;AI‘EUSI/IM:I'FEA NEN OBECMNEYEHUE OOOBPEHUE U
NHOOPMALINIO OBC/TY>KNBAEMBIX MNOBbILLEHNSA NCINbITAHUE
AOCTYMHOU HAVIXY LM KAYECTBA PbIHOYHbIX
OBPA3OM OBCJTY>XXNBAHUA MEXAHN3MOB
TOBAPHOE ['|y6;'|y1|(a|_u4;| [apaHTpyeMble
KAYECTBO aKTyasbHbIX CTaHAapTbI Ka4ecTso LeHTpoB
rnokasaresnien Ka4yecTBa obpatueHmn
KayecTBa
HEMNPEPbIBHOCTb PykoBoaCTBO No CraHgapTbl ang MexaHn3MbI
SHEPITOCHABXXEH Mepam HOFOKpaTHbIX/LIpe3BbIl-I 3 nooLwipeHnda 1
N perynmpoBaHus WHO anuten bHbIX wTpados
OTKJTHOYEHNN
KOHTpaKTbl Ha
KayecTBO
KAYECTBO Cucrembl MuHMMarnbHble 3N1EKTPO3HEPT NN
HAMPAXXEHUA MOHWUTOpPUHra CTaHJapThl
Ka4ecTea KayecTBa
HanNpskeHnA HanpsHKeHUs
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FAPAHTUPOBAHHbLIE CTAHOAPTDI

KoHeuyHble

KoHeuHble CH

HH norpeéburenu
(2004-2007) norpe6urenn
MakcumanbHOe BpeMsl Ha OLIEHKY pacxodoB Ha 20 y
BbIMOSIHEHWe paboTt no HH ceTw pab. aHeil €T AaHHbIX
MakcumanbHoe BpeMsl Ha BbIMOSIHEHME MPOCTbIX 15 30
pabot pab. aHelk pab. aHeil
MakcumanbHOe BpeMs Ha aKTMBM3aLUIO NOCTaBoOK 5 .
y 5 pab. aHeun
pab. aHeu
MakcumanbHOe BpeMst Ha OTMEHY NOCTaBOK MO 5 5
Pacnp. | tpetosaHuio notpebuTens 5 pab. aHen | 7 pab. aHen
MakcumanbHoe BpeMsi Ha BO306HOBEHNE
MOCTaBOK MOC/E NPUOCTAHOB/EHMUS 3a HeyniaTy 1 newb BKA. cy6oOTY
MakcMManbHoe BpeMS UCMOSTHEHNS
MHAUBUAYANbHbIX Ha3HaYeHWI 3 Haca
MakcuManbHoe BpeMsi Ha BO306HOBIeHMe 3 yaca (aeHb)
NOCTaBOK NOC/IEe NMOSIOMKN CHETUMKA 4 yaca (Hou4b)
2008-20 [poBepka CYETUMKA MO Npockbe noTpebutens 15 pab. aHen
11 [poBepka HanpsiXeHus rno npocsbe noTpebutens

30 pab. gHen




FEI YJIVIPUDARMVIE KAYMECUIDA
S9HEPIrOCHABXXEHMA
CpaBHEeHMe npeabiayLlero M HblHeLWHero
OMnbITOB pery/JimpoBaHusA

CaMmoperynmpoBaHue PerynupoBaHue ocywjecrensiemoe OpraHom PerynumpoBaHus
200

199 199 199 |ue@nyr. [ 200 200 200 | 200 200 200
Yucno 3anpocos no 7 8 9 1 2 3 4 5 6
HeBbINOJIHEHHbIM
rapaHTUpPOBaHHbIM
cranaapram 6.09 | 4.16 | 8.41 | 7.90 | 25.65 | 61.88 | 67.34 | 57.42 | 64.69 | 73.86
PeanbHblii pa3mep 9 7 8 2 0 1 4 4 6 7
BbinJlauynBaeMom
KOMMeHcaLuum

2 5 2 4,77 | 12.43 | 52.22 | 79.07 | 48.30 | 63.82 | 73.71
O6wasn cymma 1 4 2 1 7 9 2 5 2 4
BbIMNJ1Ia4€HHbIX
KOMNeHcauum B
MUTMOHaX eBPO 0,00 o,00| 0,00 02| 08| 31| 42| 34| 44| 40

1 2 1 2 2 1 1 1 3 7
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Fel YJIViPFUODARVIE KAYMECIDA
OHEPIOCHABXXEHUA
Pe3synbTaTbl rapaHTUPOBAaHHbIX
ctaHpapToB(2006)

Utorn 2006
YCNYrn OTHOCAWUECA K TAPAHTUPOBAHHbIM KOHVI‘-IeCTBol o CpeaHee | Yucno
CTAHOAPTAM sanpocoe o Heucn. BpeMs (ceTi)asToMaTuny
Crangapr |BTOA CTaHAapTol = . . | komnenc.
Cwmerta pacxogos (Ha paboty B HH ceTn)) 20 pab.gHen 328.63 2,8 13,0 8.43
7 % 8 4
3aBepLueHKe npocTeimx pabor () 15 pab.aHein 419.04 2,4 8,7 9.68
. 2 % 7 8
CTapT NoCTaBoK 5 pab.aHei 1.702.26 1,0 1,9 16.65
y 0 % 7 3
[MpekpalleHne NocTaBok (Mo 3anpocy notpeduTens)) 5 pab.anei 826.45 0,5 1,5 3.14
Bo3o6HoOBNEHME NOCTABOK NMOCIE NpekpaLeHns n3-3a 863.53 3,6 0,5 32.36
Hennarexen 90 gHen 0 % 1 1
KoppekTupoBka owmnbok B cHeTax (y>xe onnadeHHble CyMMbl) 11.453 71 46,6 51
3 vaca (geHb) % 5 5
YcTpaHeHue Henonagok cYéTumnkos (B nepepbiBaMu aHepronoaayun) | 4 Yaca (Houb) 130.46 1,7 1,7 2.50
1 % 1 1
Mopoaepxka HasHa4YeHUn (CobrnioaeHne BpeMEHHbIX PaMok) 3 vaca 52.67 0,7 25
4 % 9
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ABTOMATUYECKUE KOMIMEHCALUNA
CyMMbI M N1broThbl

¢ CyMMbl BbiToBble HH | He 6biToBble HH CH
notpebutenu notpeébutenn | notpedutenm

ABTOMaTM4yecKkass KoMneHcaums

(AK) onnaudmBaeTcs B 30 eBpo 60 eBpo 120 eBpo
cnefyoLweM cUeTe

e UcknrwoueHus

— Popc-MaXKopHble 06CTOATENbCTBA MW BUHA TPETbUX NnL, (A0/IKHO ObiTb
a[leKBaTHO [0Ka3aHo)

— B cnyyasix, koraa noTpebuTesnb He OnaTU CYETA HE NMPUYUTAIOLLIMXCS
oriepaTopy

— Kacaemo “MakcuManbHOro BpeMeHn Ha BOCCTaHOBMIEHME MOCTAaBOK Mocse
BbIXOAa U3 CTposi Npubopa y4é€Tta " onepatop He 0653aH BbIMIa4ymMBaThb

KOMMEHCAUMIO B ClyYae, ec/iv NnepepbiB NOCTAaBOK Bbi3BaH:

e BmeluaTenbCTBO OrpaHMUNTENS 3aKayvyku, BBUOY YpE3MEPHOro
noTpebneHus; )

e [Tpu ycnosuu yiiepba HaHECEHHOro npu yCcTaHoBKe rnpnbopa yyé€Ta B
MOMELLIEHNSIX, AOCTYMN K KOTOPbIM MMEETCA TOSIbKO Y NoTpebuteneu

Autorita per l'energia elettrica e il gas 53



MDIVIFIAIVTITRGVINAZZTI NVITITTLTIGALRLYILZ]
JCKanaumsa B C/iyvyae 3alepiKKu
MCMNOJIHEHUS

€BPO
A AC: asmomamuvecKasl KoOmneHcayus

3*AC

2*AC

AC
“_gf_“_g‘_“ >
0=Rgqst S=Std A=Act 2*S A=Act 3*S A=Act JTHU
ABTOMaTH4YECKasA

Jlata (unm yac) A KOMIIEHCAIHS

KoT/a yciiyra Oblia
(haKTUUECKH OKa3aHa
OIEePaTOPOM , 3a
paMKamu cTaHaapra S

TOIKHA OBITH
BBIIJIAYCHA B
TedeHuu 90 mHen (¢
MOMEHTa A)
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BCEOBbEMJTFOLUUE CTAHOAPTDI
PACNPEAENNEHUA SDOHEPITUN (2008-2011)

Ycnyra HH noTtpeburenu CH notpeburtenm

MUHMMaNbHbINA NPOLEHT
3anpocoB Ha OLEHKY He npumeHnmo 90%
pacxoaoB Ha BbIMOJIHEHUE
pabot B CH cetn
OCYLLEeCTBJIAIOLWMXCS B
TeueHum 40 pabounx gHen

MUHMMaNbHbINA NPOLEHT
3anpocoB Ha BbINOJIHEHUNA 85% 90%
KOMIJ1eKca pabor,
OCYLLEeCTBJ/ISEMbIX B TEYEHUM
60 pabounx aHen

MWHMMAIbHbINA NPOLEHT
OTBETOB Ha aJsiobbl n
3anpocCbl NMCbMEHHOMN 90% 95%
nHpopMmayum,
OCyLUEeCTB/SAIOWMUNXCS B
TeueHnn 20 pabounx oHeH
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MHOOPMALINA o)1 NOTPEBUTENA

OEJIATb M O'EI;AI‘EUSI/IM:I'FEA NEN OBECMNEYEHUE OOOBPEHUE U
NHOOPMALINIO OBC/TY>KNBAEMBIX MNOBbILLEHNSA NCINbITAHUE
AOCTYMHOU HAVIXY LM KAYECTBA PbIHOYHbIX
OBPA3OM OBCJTY>XXNBAHUA MEXAHN3MOB
TOBAPHOE ['|y6;'|y1|(a|_u4;| [apaHTpyeMble
KAYECTBO aKTyasbHbIX CTaHAapTbI Ka4ecTso LeHTpoB
rnokasaresnien Ka4yecTBa obpatueHmn
KayecTBa
HEMNPEPbIBHOCTb PykoBoaCTBO No CraHgapTbl ang MexaHn3MbI
SHEPITOCHABXXEH Mepam HOFOKpaTHbIX/LIpe3BbIl-I 3 nooLwipeHnda 1
N perynmpoBaHus WHO anuten bHbIX wrpados
OTKJTHOYEHNN
KOHTpaKTbl Ha
KayecTBO
KAYECTBO Cucrembl MuHMMarnbHble 3N1EKTPO3HEPT NN
HAMPAXXEHUA MOHWUTOpPUHra CTaHJapThl
Ka4ecTea KayecTBa
HanNpskeHnA HanpsHKeHUs
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WHO®OPMALINA 4151 NOJIb3OBATEJIEN

UHdopMaumna 0 rapaHTUPOBaHHbIX CTaHAApPTaX U
aBTOMaTU4YECKMX KOMMeHcauusax A0/HKHa ObiTb AO/MKHBIM 06pa3om
[noBeAeHa Ao notpebutenemn
— [lo npocbbe noTpebutens, oH MOXET Noay4YUTb MH(POPMALMIO O NpasBe
NonyyYeHnss KomneHcaummn (Ansi KOMMep4YecKoro Kayecrsa)
— Ecnu ctaHaapThl HE BbINOMHAOTCS, NOTpebuTenb NonyvaeT KOMMNEHcaumto
NOCPeACTBOM CYETA C COOTBETCTBYIOLLMM COObLEHNEM
— [MoTpebutenn MoryT 06XxanoBaTh AanbHeuwmne yobITKM , €C/IM MOTYT UX
noka3aTb (06bl4HO MOCPeaCTBOM CyAa, 3aHUMaeT MHOro BPEMEHU, MOryT
BO3HUKHYTb TPYAHOCTU)

OanbHenLwune cpeacrsa CBSA3MN:
— TMybnukaunsa nHdopmaumm Ha caute OpraHa PerynupoBaHus
— “CYéT no npepbiBaHnAM” ans kaxxaoro CH notpebutenst, oanH pa3 B rog
(KOHeL, 1oHSA)
— KomnaHnus, ybexaatowas CH notpebutenenm nHBeCTMpoBaTh B
COBEPLUEHCTBOBAHNE YCTAHOBOK U MOJTyYEHUS MPENMYLLECTB OT
KOMIJIEKCHOIrO peryiMpoBaHnUs OTK/THOUYEHUM

— [lpoBeaeHne nccneaoBaHnn B Cyyae KpYnHbIX Katactpod mn nybnmkauus
pe3ynbTaToB (Hanpumep, oTkntoveHne 2003)
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3 Sintesi qualita commerciale - Microsoft Internet Explorer

J File Modifica Visualizza Preferiti  Strumenti  ?

=181 x|

[ &

J & Indietro. v = - @ fﬁ' ‘ @Cerca @Preferiti Q}?Cronologia l%v S v @

J Collegamenti >

J Indirizzo IE http: fjwww, autorita.energia.it/cgi-binsintesi_gc_ele/sintesi_gc_ele LI P'v‘ai
- . \ § ) . ’ _ - . - ) ) - . X . . —:l
Autorita per l'energia elettrica e il gas
'Dati qualita commerciale del servizio elettrico
Anno: 2003 Tun ctaHpapTa
Tipodi : . lPrestazione soggetta ad indennizzo automatico j‘/ UG bl ped el
prestazione:
Pregtazionis: IEsecuzione di lavori semplici ;\ OGCJ'I} pKUBaHUE
[impresa B 3a ucknroYeHneMm
mpresa v -
npocrenwumnx pabor(*)
Esercente:(é possibile selezionare un solo esercente)
ITutte le imprese in regolazione ;]
; Regione: TeppuTtopus
Seleziona: [TALA e
UTanus
Provincia: (tenere premuto il tasto CTRL perselezioni multiple)
‘Tutte le province
ALESSANDRIA
ASTI |
Clientela: alimentatain BT - domestici x|
Ricerca |
{in formato excel : ™)
: @ Operazione completata ,_ [_ IO Internet
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/3 Sintesi continuita - Microsoft Internet Explorer

J File Modifica Visualizza Preferiti  Strumenti 7

=181 x|

| &

J HIndietro » = - '@ 7t ‘ I’acerca [ Preferiti &Cronologia ‘ %v =] v 15

‘ J Collegamenti >

J Indirizzo I@ http:/fwww, autorita.energia.itfcgi-bin/sintesi_continuita?RESULT=0&nosubmit=18JNTERRUZIONI=sp+lunghe&INDICATORE=1&TERRITORIO=1&FIND_BY¥=18JD_ESERCENTE=

~| @vai

Autorita per l'energia elettrica e il gas

Bbi6paHHbIW TUN OTKIHOYEHUN

AnvHHbIE He3anna

Sei interessato ai dati relativi a:
Interruzioni

Indicatore

Minuti persi per cliente BT

{per I'anno 2003 al netto delle interruzioni
verificatesi il 26 giungo e 28 settembre)

Territorio

Solo interruzioni di responsabilita dell'esercente O
Visualizza numero di clienti /r

Bbi6paHHbIN
noxkasartenb

—

|senza preawiso :J

|minuti di interruzioni per cliente all'anno Ll

‘minuti di interruzioni per cliente all'anno
numero di interruzioni per cliente all'anno
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PErYJIMPOBAHME NEPEAAYU METOAOM
NMOOLLPEHUA

OEJIATb M O'EI;AI‘EUSI/IM:I'FEA NEN OBECMNEYEHUE OOOBPEHUE U
NHOOPMALINIO OBC/TY>KNBAEMBIX MNOBbILLEHNSA NCINbITAHUE
AOCTYMHOU HAVIXY LM KAYECTBA PbIHOYHbIX
OBPA3OM OBCJTY>XXNBAHUA MEXAHN3MOB
TOBAPHOE ['|y6;'|y1|(a|_u4;| [apaHTpyeMble
KAYECTBO aKTyasbHbIX CTaHAapTbI Ka4ecTso LeHTpoB
rnokasaresnien Ka4yecTBa obpatueHmn
KayecTBa
HEMNPEPbIBHOCTb PykoBoaCTBO No CraHgapTbl Ans MexaHn3MbI
SHEPITOCHABXXEH Mepam HOFOKpaTHbIX/LIpe3BbIl-I 3 nooLwipeHnda 1
N perynmpoBaHus WHO anuten bHbIX wTpados
OTKJTHOYEHNN
KOHTpaKTbl Ha
KayecTBO
KAYECTBO Cucrembl MuHMMarnbHble 3N1EKTPO3HEPT NN
HAMPAXXEHUA MOHWUTOpPUHra CTaHJapThl
Ka4ecTea KayecTBa
HanNpskeHnA HanpsHKeHUs

Autorita per l'energia elettrica e il gas 60



®OHOBbIN MOHUTOPUHI HENPEPLIBHOCTH
NEPEOAYUN SHEPI'MMA (1)

e 3a Tpu roga A0 Ha4dana peryimpoBaHUS
HenpepbIBHOCTU nepeaayn saHeprun, AEEG napan
PacnopsanTtenbHbin AokymMeHT 250/04 no

NOArOTOBKE 3J1EKTPOCETEBbLIX CTAHAAPTOB.

— O6s3aTenbcrBa ansa OPC perncrpupoBaTb ANUTENbHbIE (> 3
MWHYT), KOPOTKME N nepexodHble (< 1 cekyHA) OTK/IoYeHUS

— Knaccudmkaumsa oTKII0YEHNN: Npupoaa + NpuYnHa + Crmncok
NocTpaaaBLUMX NoTpebutenen+ ceteBon CTaTyC No BpeMeHn=0 +
MHMOPMaLMS NO KaXKaA0OMYy OTKIOYEHHOMY Mosib30oBaTento (Bpems
Ha4yana, KoHLUa, cOpoC Harpy3kun)

— OnpepeneHve nokasaTtesien HernpepbiBHOCTU U METO/bI
noac4yéta ENS, AIT, SAIFI (anutenbHble oTkNtodeHus ), MAIFI
(KpaTKue) n HegonoCTaBIeHHast SHeprus
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®OHOBbIN MOHUTOPUHI HENPEPLIBHOCTH
NMEPEOAYN SHEPITMA(2)

— MOHMUTOPUHI KayeCTBa Hanps)XeHUs, NapaMeTpbl: sBapyaunm
HaNnps>XeHud npu nepenayve, peskne USMeEHEHNA Halnpa>XeHU4,
NpoBaJibl HAMNPAXXEHUA, NepeHarpgaxxeHne, MepuaHune,
rapMoOHNYECKNE BOJIHbI, HaCTbl€ OTKJ/IOHEHUA

— Obg3atenbctBa OPC no cooTBETCTBMIO OXKMAAEMbIM YPOBHAM
KadecTBa npu nepegade (npeaocrasndaTcs OPC K yTBEPXXAEHUIO
PerynsatopoM), KacaeMo noka3aTenen HENpPEPbIBHOCTH

— [lybnunkaums exerogHoro otyéra OPC onuceiBaroLlero Tekyllee
NOJIOXKEHWE AeNn B CPaBHEHUU C OXKMAAEMbIMU YPOBHSAMU, A TaKxXe
NEATENBHOCTb W M/IaHbl NO MOBLILLEHUIO NOKa3aTeNeu
HenpepbIBHOCTH

— Ot4yét OPC B OpraH PerynupoBaHusi 06 KpynHbix c60s1x
nepegaum (ENS > 150 MBT, > 30 MUHYT)
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®OHOBbIi MOHUTOPWHI HENPEPbLIBHOCTM
NEPEAAYY SHEPIMU(3)

e YcnosHbin noaxopn, 250/04 npeaHa3HaveH ans:
— [lpo3pavyHoCTM NO BOMpocaM KayecTBa
— PenytauuoHHbIX ctumyn ansa OPC
— HapéxHble npaBuia n3MepeHust HenpepbIBHOCTU U MHOpMaLMS

CpefHsis NpoaoHKUTENbHOCTL NepepbIBOB nepeaaun B Utanum n eé parioHax B 2006-2008

[@ Oxua. 2006; @ Oxua. 2007 C dakr. 2006 I Pakt. 2007 1 dakr. 2008
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CTUMYJINPYIOLLEE PEIYJINPOBAHME
HEMPEPbIBHOCTU NEPEAAYN D /D B
UTAJINA: LLEJIN

o CokpallleHne NoBceHEBHbIX NepeboeB
e [lpenoTBpaLleHne U CMSArYeHne NocNeaCcTBUN KPYMHbIX MHLMAEHTOB

e HeoueBnaHas Uenb: obecneunTb CTUMYIbl AN UHBECTULIMK, ONpaBaaHHbIE MO
KauecTBy U coobpaxxeHussiM 6e30nacHOCTH, 4TOObI n3bexaTb pucka
NCKNHOUYUTENBHO PbIHOYHbIX MHBECTULIMA CMELMANbHO HALIENEHHbIX Ha
COKpallleHne neperpy>XeHHoCTH

NHBecTuunm B nepeaavy, Utanma (1963-2008)

|=—Enel =Enel T.E.R.NA. =Terna |

o
o
o

8 8
jff?f:ﬁ
>

\

o
o

estments [M€, money 2008]
N W P (o) [o)] ~
o
(@
e
el

0
>

(@]

MHBecTuUMM B nepepavy
AR DlEe i
cobCcTBEeHHas ol
pa3pa60TKa "YG"M“HOﬁ 1960 1965 1970 1975 1980 1985 1990 1995 2000 2005 2010
nHpopmaumm Year

Autorita per l'energia elettrica e il gas 64

In
-—
o
(@)




CTUMYJINPYIOLLLEE PET'YJINPOBAHME
HEMNPEPbLIBHOCTU NMNEPEAAYN 3/3 B UTAJINNA:
NMOKA3ATEJIN

e Tpu nokasaTtens (HenocTtaBfieHHas 3Heprus,
KONMYECTBO OTK/IIOYEHMN Ha NOTpedbUTens u
KONMYECTBO noTpebutenen 6e3 oTKII0UYEHNN)

e R-ENS, perynupyemas HenoctaBfieHHas SHeprug

e NIU, KONnn4yecTBo OTK/IHOYEHUN Ha CETEBOrO
notpeburtens

e UZI, KoNnn4ecTBO CEeTEBbLIX MOTPEOUTENEN C HYNEBDLIM
KONMYECTBOM OTK/IHOYEHUIN

e PerynupoBaHue Bctynuna B cuny B 2008

e YCTaHOBKa Y/y4lLUEHUS CTaHAApTOB U NMapaMeTpoB
noowpeHnn/wrpados ans 2008-2011

e JKOHOMMYECKUU 3pdeKT Tonbko ang 2010 n 2011
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PEr'YJINPOBAHUE HENPEPbIBHOCTU
NEPEOAYUN 3/3: BbIBOP NOKA3ATEJIEA (1)

e R-ENS BbipakaeTtcsa B MBT 1 ocHOBblBaeTcs Ha ENS

e (DYHKUMA orpaHMYeHUs NpuHaTa B Lensax 6opbbbl Kak ¢
KpYnHbIMK nepebosmMn nepepayn (c obwmnpH. ENS) Tak u C
MeNIKMMU MOBCeAHEBHbLIMU OTK/IIOYEHUSIMU

CrnaxkusatoLLas 1 orpaHmumnsatoas GyHKUMS NpUHATas Ans onpeaeneHus
R-ENS HauunHaeTcsa ¢ ENS
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PEF'YJINPOBAHUE HENPEPbIBHOCTU
NMEPEOAYUN 3/3: BbIBOP NOKA3ATEJIEU(2)

o NIU BktovaeT B cebs1 KOpOTKME U AJZIMHHbIe
OTKJIFOUEHMUSA ANs BCEX MOJIb30BaTENEN,
HanpsMyto NoACOeANHEHHbIX K HaLMOHAIbHOW
pacnpenennTenbHOn CeTu

e NIU = SAIFI + MAIFI

e NIU BbicUMTbIBAETCA A1 KaXXaAou u3 8
TeppuUTopuasibHbIX 30H, B KOTOPbIX HaXoAUTCA
CETEBOW onepaTop

e HecummeTpuyHasa cxema (bonblue WTpados, Yem
MOOLLPEHNIN) YYMUTLIBAET LIENN COAENCTBUIIO
OIHOPOAHOCTU KayecTBa nepenayn 3/3 B Itanum
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PEF'YJINPOBAHUE HENPEPbIBHOCTU
NMEPEAOAYN 3/3: BbIBOP NOKASATEJIEU(3)

e UZI 5T0O KONMYECTBO NoJib30oBaTeNen cetu C
HYJIEBbIM KOJIMYECTBOM OTK/IIOUEHUMN B o[, B
OTHOLUEHUMU K 0DOLLEMY KOTMYECTBY MOJIb30BATENEN

e B oTHOWweHun UZI nmeeTca ToNbKO NOoLpUTenbHas
cxeMa, NoBblleHnsa pa3Mepa noolypeHns 3a R-ENS
n NIU (B cnyyae nepeBbIno/IHEHUS MOCTaB/IEHHbIX
Lienen)

e [Ipupoaa UZI oTpakaeT xapakTep ycnyr rno
nepenaye 3/3: Nosib30BaTesIN CETU He AO0JIKHbI
CTpagaTtb OT OTKJIFOUEHUMU U3-3a cO6oeB npu
nepenaye
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PEF'YJINPOBAHME HEIMNMPEPbLIBHOCTU
NMEPEOAYN 3/3: NMPUYNHDbI OTKA3A

ABTOMaTMyeckoe BMellaTenbCcTBo Automatic intervention
of under-frequency load shedding schemes as a
consequence of disturbances originated in the
neighbouring interconnected countries;

Preventive load shedding (communicated at least one
day in advance adopting defined procedures) as a
consequence of expected lack of generation adequacy;

Forced line outages due to public orders (e.g. in case of
fire when switching off the HV circuits is demanded by
police or fire corps);

Extreme disaster situations (e.g. earthquakes);
Intentional damages (e.g. terrorist attacks);
Extremely large black-outs (above 40000 MWh/event)

Outages originated by users and outside NTG (NIU, UZI)
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MOHUTOPUHI KAHECTBA HANPSAXEHUSA
PACINPEAENEHUE N NEPEAAYA

OEJIATb M OT3I£I‘EUI§III/IM:I'FEA NEN OBECMNEYEHUE OOOBPEHUE U
NHOOPMALINIO OBC/TY>KNBAEMBIX MOBbILLEHNA NCMbITAHUE
AOCTYMHOU HAVIXY LM KAYECTBA PbIHOYHbIX
OBPA3OM OBCJTY>XXNBAHUA MEXAHN3MOB
TOBAPHOE ['|y6r|l4|(a|_w|;| [apaHTpyeMble
KAYECTBO aKTyasbHbIX CTaHAapThl Ka4ecTso LeHTpoB
rnokasaresnien Ka4yecTBa obpatueHmn
KayecTBa
HEMNPEPbIBHOCTb PykoBoaCTBO No CraHgapTbl Ans MexaHn3MbI
SHEPITOCHABXXEH Mepam HOFOKpaTHbIX/l-Ipe3BbIl-I 3 nooLwipeHnda 1
N perynmpoBaHus WHO anuten bHbIX wTpados
OTKJTHOYEHNN
KOHTpaKTbl Ha
KayecTBo
KAYECTBO Cucrembl MuHMMarnbHble 3N1EKTPO3HEPT NN
HAMPAXXEHUA MOHWUTOpPUHra CTaHAApPTHI
Ka4ecTea KayecTBa
HanNpskeHnA HanpsHKeHUs
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MONITORING UNITS INSTALLED ON MV BUS-BARS OF
HV/MV SUBSTATIONS

400 monitoring units
(they monitor about 10% of the
MV bus-bars of the MV
distribution network).

The sample is representative of
the network characteristics in
terms of;

 number of HV/MV substations in
each region

* length of the MV lines

* type of MV lines: cable, overhead,
mixed

* neutral compensation or isolated
neutral

* number of MV customers
* density of LV customers
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RSB MONITORING UNITS INSTALLED ON MV DELIVERY POINTS

,\ff%b? 73 owned by as many MV
(;ﬂ&f 53, o % customers who decided to
' \Q o voluntarily (with the

Lﬁwyﬂw promotion of the
W\\ Authority) participate to
\@/\ the monitoring campaign

B
ﬂ | "%j}:% 124 owned by Distribution

: \
é,hp \E Network Operators

\é This sample of units is not
statistically representative

of the monitored MV
network
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AVERAGE NUMBER OF DIPS ACCORDING
TO THE NEW prEN50160 /I

Italy, Year 2007, all types of MV networks, MV bus-bars of HV/MV substations

JnnTenbHoCTb
Residual Vr [%]

20 - 200 200 -500 | 500 -1.000 | 1.000-5.000 [ 5.000 -60.000 Total

g0 - 90 7 55 0,1 453
70-80 199 41 05 02 0 247

40 - 70 F— 0b 02 0,1 46 3
5-40 125 25 03 0,1 0 155

0-5 03 0 0 0 I 03
Total 109 2 18,8 25 14 02 1321

. equipment immunity class 2

+ Crecn: equipment immunity class 3 | http://queen.ricercadisistema.it

Red line: compatibility curve
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AVERAGE NUMBER OF DIPS ACCORDING
TO THE NEW prEN50160 /II

Italy, Year 2007, all Regions, all types of MV networks, MV bus-bars of HV/MV

substations
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VOLTAGE QUALITY MONITORING ON
TRANSMISSION AND HV DISTRIBUTION
NETWORKS (1/3)

Voltage level Transmission Distglt}ijtion
380 kV 7 0 7
220 kV 10 6 16
150 kV 23 23 46
132 kV 67 27 94
60 kV 0 2 2
Total 107 58 165

Number of installed measurement devices

Source: Terna and Ceer 4th Benchmarking Report, 2008
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VOLTAGE QUALITY MONITORING ON
TRANSMISSION AND HV DISTRIBUTION
NETWORKS (2/3

AESCUEL Duration t (ms)
voltage u

20 <t 100 < 500 < 1000

(%) <100 | t<500 t< <ts

1000 3000
90>u=85 19.0 1.5 0.1 0.0 0.0 20.6
85>u=70 24.2 3.5 0.3 0.0 0.0 28.0
70>u=30 13.6 2.4 0.6 0.1 0.0 16.7
30>u=10 0.5 0.3 0.0 0.0 0.1 0.9
10>u 1.8 0.5 0.1 0.0 0.0 2.4
Total 59.1 8.2 1.1 0.1 0.1 68.6

Number of dips per measurement point on 380kV and 220kV
networks, year 2007.

Source: Terna and Ceer 4th Benchmarking Report, 2008
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VOLTAGE QUALITY MONITORING ON
TRANSMISSION AND HV DISTRIBUTION
NETWORKS (3/3)

REBILEL Duration t (ms)
voltage u

20 <t 100 < 500 < 1000

(%) <100 | t<500 t< <ts

1000 K10[00)
90 >u =85 25.5 6.9 0.9 0.4 0.1 33.8
85>u=70 24 .4 6.3 0.6 0.2 0.0 31.5
70>u =30 12.6 4.7 0.3 0.2 0.0 17.8
30>u=10 1.1 0.9 0.1 0.1 0.1 2.3
10>u 1.9 0.6 0.1 0.0 0.1 2.7
Total 59.1 19.4 2.0 0.9 0.3 88.1

Number of dips per measurement point on 150kV and
132kV networks, year 2007.

Source: Terna and Ceer 4th Benchmarking Report, 2008
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KOMMEPYECKOE KAYECTBO NOCTABOK

OEJIATb M O'EI;AI‘EUSI/IM:I'FEA NEN OBECMNEYEHUE OOOBPEHUE U
NHOOPMALINIO OBC/TY>KNBAEMBIX MNOBbILLEHNSA NCINbITAHUE
AOCTYMHOU HAVIXY LM KAYECTBA PbIHOYHbIX
OBPA3OM OBCJTY>XXNBAHUA MEXAHN3MOB
TOBAPHOE ['|y6ny1|(a|_u4;| [apaHTpyeMble
KAYECTBO aKTyasbHbIX CTaHAapTbI Ka4ecTso LeHTpoB
rnokasaresnien Ka4yecTBa obpatueHmn
KayecTBa
HEMNPEPbIBHOCTb PykoBoaCTBO No CraHgapTbl ang MexaHn3MbI
SHEPITOCHABXXEH Mepam HOFOKpaTHbIX/LIpe3BbIl-I 3 nooLwipeHnda 1
N perynmpoBaHus WHO anuten bHbIX wrpados
OTKJTHOYEHNN
KOHTpaKTbl Ha
KayecTBO
KAYECTBO Cucrembl MuHMMarnbHble 3N1EKTPO3HEPT NN
HAMPAXXEHUA MOHWUTOpPUHra CTaHJapThl
Ka4ecTea KayecTBa
HanpspkeEHNA HanpsHKeHUs
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COMMERCIAL QUALITY REGULATION IN ITALY
NEW GUARANTEED STANDARDS FOR SUPPLY
ELECTRICITY & GAS (FROM 2009)

MAXIMUM WAITING TIMES (Al standards are in solar days)

- Appropriate response to a complaint 40
- Invoice amendment 90
— Invoice amendment for multiple invoice 20

e When guaranteed standards are not met by fault of the utility, users
are entitled to receive automatic compensation payments through
their bills

o Level of compensation payments are related to the type of user
involved:

— domestic, business, industry: 20€
— escalation like for commercial quality for distribution

e Users can always appeal to the court if damage is over the
compensation payment
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COMMERCIAL QUALITY REGULATION IN ITALY
NEW OVERALL STANDARDS FOR SUPPLY
ELECTRICITY & GAS (FROM 2009)

- Answers to written requests of invoice
amendment:
- 40 solar days in 95% of cases

- Answers to written requests of
information:
- 30 solar days in 95% of cases
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COMPLAINTS HANDLING

One of the functions assigned by the institutional Law 481/99 is to assess
complaints, appeals and reports from users or consumers, individually or
as a body, as to respect for standards of quality and tariffs by the service
operators

The Authority has a specific Department in charge for information and
customer protection, having mainly the following tasks:

e to set rules for protecting customers (about contracts conditions, billing
transparency, pre-contractual information and so on)

¢ to ensure transparency and information, having care for the
relationships with Consumers’ Organizations

e handling consumers’ complaints
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COMPLAINTS HANDLING EVOLUTION

How many complaints?

1999 2002 2005 2008
Complaints 213 449 1049 8000
received
People in 4 5 6 7/
information
and
Consumers
Affaire Dep.
Mailn reasons Tor complaining (ex.: apr. 07-may 08)
e Billing 33%
e (Contracts 19%
e Pre-contractual information/misselling 15%
e Disconnection for non-payment 9%
o Quality of service (outages, connections, volt. quality) 9%
e Consumption (estimate consumption, meter reading) 2,6%
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THE NEW CONSUMERS’ HELPDESK

e The increasing number of complaints and the need for an
effective and satisfactory answer suggested to start, in
2007, the project for an externalization of complaints
handling, giving the responsibility for the first stage to
another public subject

e The consumers’ helpdesk has the task to develop all the
activities that can be considered in preparation of a
proceedings:

— Receives complaints and appeals from the consumers and creates a
file for each complaint

— Asks for information and clarifications to the suppliers

— Suggests to the customers and to the suppliers the measure to adopt
in order to solve the problems raised

— When the problem cannot be solved, or the consumer isn’t satisfied
about the answer transfers the file to the Authority for the final
evaluation

— Reports to the Authority about the complaints received and the activity
carried out
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ONLY ONE INTERFACE FOR THE
CONSUMER: THE SUPPLIER

eThere is a timeliness obligation in force for Suppliers: 2
working days for sending the request of the final consumer
to the Distributor and 2 working days for sending the answer
of the Distributor to the final consumer

e Currently there arent any automatic compensations if the
Supplier does not meet the above timeliness.
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REGULATION OF CALL CENTERS

MuHuManbHble TpeboBaHusa: opening time of Call Centers with human
operator; information through the bill and internet web site

CraHpapt: measured on monthly base
e Access to the service AS = 80%
e Average waiting time TMA < 240 sec.

e Service level LS = 90%

— Customer satisfaction: six month base survey on satisfaction of final
customer who called the call center (through the call back methodology)

— Benchmarking score: published on six month base — three sub scores:

P, depending on the accessibility to the service
* P, depending on the quality of the service
 P.. depending on the result of the call back survey

or=[/rP,+pP)/(P,+P), x100]x07+P.x03
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CALL CENTER PERFORMANCE RANKING
PUBLICATION (*) for the period Jul-Dec 2008

PUNTEGGIO | PUNTEGGIO | PUNTEGGIO
ACCESSO AL | QUALITA DEL | NDAGINE | PUNTEGGIO
Pos VENDITORE SODDISFAZIONE| GLOBALE
SERVIZIO SERVIZIO
(PA) (PQ) CHIEN den
(PSC)

1_|EDISON ENERGIA S.P.A. 114 87 84.4 95,3

2 |LINEA PIU S.PA. 50 103 924 81

3 |HERA COMM S.R.L. SOCIO UNICO HERA S.P.A. 44 107 90,1 79,6

4 |A2A ENERGIA S.PA. 31 100 98,8 75,3

5 [TRENTAS.PA. 35 71 98 66,3

6 |SGR SERVIZI S.PA. 44 58 100 65,5 EIectricity
7 |GAS NATURAL VENDITA ITALIA S.P.A 45 59 954 64,8

TOSCANA ENERGIA CLIENTI S.p.a. (EX TOSCANA and gas

8 |GAS CLIENTI) 48 59 89,7 64,2 -

9 |E.ON Energia S.p.A. 44 50 89,6 59,6 Su ppI IErS
10 |AMG GAS SRR.L. 42 45 94,1 58,5

11_|ENIA ENERGIA S.P.A 34 53 90,2 57.4 more than
12 ITALCOGIM ENERGIE S.P.A. 39 50 85,1 56,5 100.000
13 |ENEL SERVIZIO ELETTRICO S.P.A. 38 42 89 54,6 i

14 |EROGASMET VENDITA - VIVIGAS S.P.A. 31 30 97.1 50,4 INa

15 |PROMETEO S.P.A. 42 13 100 49,2 customers.
16 |ENEL ENERGIA S.PA. 25 54 72 49,1

17 |ESTENERGY S.P.A. 31 20 91,9 45,3

18 |ASM ENERGIA E AMBIENTE SR.L. 47 0y 94,2 44,6

19 |ASCOTRADE S.P.A. 42 0¢) 954 432

20 |ACEAELECTRABEL ELETTRICITA SPA 46 0y 85,3 41,6

21 |ACEGAS-APS SERVICE S.R.L. 41 0¢) 89.4 41,1

22 [ENISPA 53 0y 753 4

23 |IRIDE MERCATO S.PA. 33 4 89,9 39,9

E.S.TR.A. ENERGIA SERVIZI, TERRITORIO,
24 |AMBIENTE S.R.L. 34 0¢) 91.4 39,3
25 |AGSM ENERGIA Spa 30 0 91,3 37,8
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AGENDA

e Overview on the electricity quality of service
regulation

e Short overview on the electricity and gas smart
metering regulation
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METERING REGULATORY FRAMEWORK

Regime

Operator responsible for
metering services

Accounting separation
Unbundling reform

Separation of the
metering tariff

Functional unbundling in
force
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Electricity Gas

Regulated

DNO (until 2008
Retailers could carry
out meter reading)

2001

DNO

2007

2009 (from the

distribution tariff and
from the retail tariff
component)

2012

2004 (from the
distribution tariff)
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SMART METERING REGULATORY
FRAMEWORK

Both electricity and gas sectors are covered by smart
metering (and metering) reqgulations

In both cases minimum functional requirements and
deadlines (with penalties) for
installation/commissioning have been introduced

Electricity: Regulatory Orders 292/06 and 235/07 (in
English:
http://www.autorita.energia.it/docs/06/292-06allengn
ew.pdf)

Gas: Regulatory Order ARG/gas 155/08: (in English
http://www.autorita.energia.it/docs/08/155-08alleng.

pdf)
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SMART METERING - REGULATORY
APPROACH

Two different approaches

e Electricity: judged unavoidable the implementation
of smart metering at Country level (that’s for all
DNOs) after the ENEL choice

o Gas: impact assessment (cost-benefit analysis,
technical survey, ...)

Drivers
e Need to pursue objectives

e Directive 2006/32/EC (transposed to the Italian
legislation in May 2008 - decree n. 115/08)
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WHY MINIMUM REQUIREMENTS

e In order to guarantee:
[0 the pursuance of the objectives

[0 the same options to all customers (household/non
household; free/in the protection scheme)

0 interoperability and standardization
e They should fulfil the following criteria:
[0 system oriented

[0 such as to avoid raising of barriers or limits to
technical/technological innovation

[0 such as to prevent the rejection of new
solutions/architectures

0 be independent from telecommunications systems
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WHAT DONE

e February/May 2006: made a formal request of
information to Enel, Acea Rome and to major European
manufacturers of smart meters (in practice smart metering
systems were studied from the functional points of view)

e July 2006: published the consultation document n. 23/06

e December 2006: published the regulatory order 292/06,
introduced:

— replacement obligations
— minimum functional requirements

e September 2007: introduced performance indicators for
smart metering systems, for the time being only for
monitoring purposes (regulatory order 235/07)
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OBJECTIVES

e To help ensure competitiveness in the supply of
electricity to residential and non-residential customers

e To establish the functional and technological conditions
to make it possible to extend hourly metering to
low-voltage withdrawal points also

e To improve the quality of the electricity metering,
supply and distribution services for LV consumers and
ensure the same functional and performance levels
both for customers in the free market and those in the
universal service

e (Not included in the R.0.): to look further some specific
requirements, in particular consumption awareness
(remote display) and demand response issues (home
and building automation)
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SMART METERS FOR LV CUSTOMERS
Mandatory timetable (1/2)

Penalty
Installation Commissioning
(*)
the period ) i ) )
2009-2012 25% | 31-Dec-08 30-Jun-09
DNOs are Household
L customers and | 65% | 31-Dec-09 | 30-Jun-10

communicate
to the Autorita| non household

thel | of :
in:tafl‘;ii:n customers with | 90% | 31-Dec-10 30-Jun-11

and . P<=55kw
commissioning 95% | 31-Dec-11 |  30-Jun-12

of smart
meters

Customers with

o - - - -
P> 55k 100% | 31-Dec-08 30-Jun-09

(*) not recognized CAPEX for electromechanical meters not replaced
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SMART METERS FOR LV CUSTOMERS
Mandatory timetable (2/2)

e Starting from 1 January 2008, for each
low-voltage withdrawal point through which the
injection of active electricity into the network is
activated, DNOs shall install one single smart
meter, single-phase for single-phase
applications and three-phase for three phase
applications.

First step towards smart grids
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SMART METERS FOR LV CUSTOMERS
Current status of the commissioning plan

Snapshot at 30 June 2009 for major DNOs

No. of
DNO LV customers
Enel distribuzione 30,063,172
Acea Roma 1,552,054
Aem Milano 856,278
Aem Torino 554,992
Set distribuzione 227,255
Asmea Brescia 220,893
Hera Bologna 163,728
Agsm Verona 159,328
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% of LV customers equipped
with commissioned smart
meters

95.4%
57.8%
28.2%
31.0%
27.6%
92.4%
32.6%
31.3%
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MAIN MINIMUM FUNCTIONAL
REQUIREMENTS-AMM (1/2)
Specified for:
e Single phase mono-directional meters
e Single phase bi-directional meters
e Three-phase phase mono-directional meters
bhase bi-directional meters

e Three-
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MAIN MINIMUM FUNCTIONAL
REQUIREMENTS-AMM (2/2)

TOU price scheme (weekly profile): up to four bands, up to five
intervals per day (1 totalizer + 4 band registers)

Interval metering (min. 1 hour, depth = 36 days)

Remote transactions [consumption reading (registers and
intervals), supply activation/deactivation, change of the
subscribed power, change of the TOU tariff, power reduction]

Security of data (inside meters, during the transmission to the
control centre, status word with prompt transmission to the
control centre in case of meter failure

Freezing of withdrawal data (billing, contractual changes,
switching)

Breaker on board of meters + demand control algorithm
(alternative: registration of the peak power per TOU band)

Meter display (current totalizer and activated TOU band registers,
last freezingy

Slow voltage variations (according to EN50160)
Upgrade of the program software
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PERFOMANCE REQUIREMENTS

o After the introduction of minimum functional requirements,
some performance indicators of AMM systems have been
introduced (R.O. 235/07):

0 Annual percentage of successful remote transactions
(activation/deactivation, change of the subscribed power,

change of the price scheme, power reduction) within 24
hours and within 48 hours

[0 Annul number of meters that at least once registered a failure
reported to the control centre (through the status word)

] . No. of meters with no. of No. of meters with no.
Reading Threshold 8 :
frequency S successful readings below of successful readings
threshold S below 0
Monthly 6
Bimonthly 3
Three-monthly or 5
four-monthly
Six monthly 1
Annual 0
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THE METERING TARIFF

e 2004: separated the metering tariff from the
distribution tariff

e 2004-2007: the “extra-charge” for each household
customer due to smart meters has been less than 2
Euros per year

e 2008-2013.

— the X factor will be 5% for metering activities
(vs 1.9 % of distribution activities)

— the metering tariff is/will be adjusted every year

e An equalization mechanism is envisaged in order to
recognize higher costs to smaller DNOs
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INTERVAL METERS FOR HV AND MV
CUSTOMERS

e HV customers and maljor MV customers have been
equipped with interval meters (15min — 1 hour) since
the second half of 80s

e In 2004 were introduced obligations for the
installation of interval meters (1 hour) for all MV
customers:

- P>500kW by June 2004
- P=201-500kW by December 2004
- P=101-200kW by December 2005
- P<=100kW by December 2006
e Currently all HV and MV customers (free or under the

protection scheme) are actually equipped with interval
meters and treated on hourly base
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GAS SMART METERING
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GAS: WHAT DONE

July 2006: announced smart metering implementation in the gas
sector

May/October 2007: made a cost-benefit analysis, a technical
benchmark, a survey on the use of AMR/AMM systems in Europe

July 2007: published the first consultation document (first thoughts)

November 2007: established a WG (still alive) on "What minimum
functional requirements for smart meters” (participants: the Autorita,
DNOs, retailers, meters manufacturers, the Italian Gas Committee)

February/April 2008: sent a request of information on installed
meters to major DNOs

June 2008: published the second consultation document (final
thoughts)

October 2008: Published the Regulatory Order ARG/gas 155/08
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GAS: OBJECTIVES

e To make it easier to eliminate any inefficiencies and
discriminatory features by improving the process of
recording and accounting for the natural gas withdrawn
by consumers and introducing technological innovations
to metering units

e To create the functional and technological conditions for
the introduction of mechanisms to develop a market
system for natural gas and support the definition of the
regulated market for natural gas and the new balancing
service

e To improve the quality of natural gas metering, sales
and distribution services, while ensuring the same
functional and service levels irrespective of the operator
responsible for the metering service and at the same
time fostering greater awareness of consumption levels
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GAS: TIMETABLE FOR THE COMMISSIONING OF

o Penalty
deadline commissioned]
54
> (G40 31 December 2010 100%
31 December 2011
>@Gl16 and < G40 100% 1
31 December 2011
30%
> G6 and < G16 12
31 December 2012
100%
31 December 2012 5%
31 December 2013 20%
4
<G6 31 December 2014 40%
31 December 2015 60%
31 December 2016 80%
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GAS: TOWARDS THE ROLL-OUT (1/2)

Carried out in 2007:

e a survey on the use of gas AMR/AMM systems in
Europe, found:
— projects running (in some cases combining electricity
and gas)

— different technologies of involved meters in the system
(traditional+data logger module/new generation
meters)
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GAS: TOWARDS THE ROLL-OUT (2/2)

Carried out in 2007:

e a benchmark on gas smart meters, found:
— availability of new functionalities

— availability of new measurement technologies (mature,
but with low level of industrialization) with correction of
temperature and temperature+pressure

— some models already MID certified for both pressure
and temperature correction or only for temperature
correction

— availability of solutions with electrovalve on board

— problems coming from the battery life: depends on
environmental conditions, on the frequency and the
amount of data to be transmitted by the meter, on the
use of the display, etc

Autorita per l'energia elettrica e il gas 108



GAS: SOME EX-ANTE DECISIONS

o Quantitative cost-benefit analysis to be done DNO side,
that’s the actor that will make investments and meter
reading activities

e Quantitative cost-benefit analysis to be differentiated
according to the size of DNOs. Large (>500,000
consumers), Medium (50,000-500,000 consumers) and
Small (<50,000 consumers)

e To be assessed both AMR and AMM (*) for household
consumers (annual consumption < 5,000 m?) and only
AMR for the others (annual consumption >5,000 m?)

e Pointed out a difficulty in carrying out a quantitative
cost-benefit analysis consumer side in particular for
households

(*) AMM = AMR + electrovalve on smart meter devices that cannot be opened remotely.
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GAS: SOME EX-ANTE HYPOTHESES

e No extra-charges for customers were assumed to obtain
the NPV shown in the following

e Costs did not include the residual depreciation of
traditional meters due to be replaced by smart meters

e The periodical replacement of the power supply
batteries was considered: once in the life-cycle of smart
meters in the consumption band up to 5,000 m3/year
and every two years for smart meters in the
consumption band over 5,000 m3/year

e The installation, on average, of one data concentrator
every twelve smart meters was assumed (more than
95% of smart meters will be managed through data
concentrators)

e The costs needed to interface smart metering systems
with billing systems were considered
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GAS: FINDINGS OF THE COST-BENEFIT
ANALYSIS (1/4)

Size of DNO

no. of customers
Annual consumption bands ( )

Large Medium Small
(>500,000) (50,000-500,000) (<50,000)

Case 1: <5,000 m*>, AMM 1-1.18 1.27—-1.46 3.14-3.35
Case 2: <5,000 m*>, AMR 1 1.26 3.33
Case 3: 5,000-200,000 m*>, AMR 1 1.16 1.89
Case 4: >200,000 m*>, AMR 1 1.12 1.43

Case 5: < 5,000 m®>, AMM (Case 1)

> 5,000 m*>, AMR (Cases 3 and 4) I-1.17 1.26 —1.44 3.05-3.25

Cost of a single commissioned measurement point normalised to the cost of a large DNO
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GAS: FINDINGS OF THE COST-BENEFIT
ANALYSIS (2/4)

Size of DNO
(no. of customers)

Annual consumption bands
Large Medium Small

(>500,000) (50,000-500,000) (<50,000)

Case 1: <5,000 m’>, AMM 1 1.19 1.43
Case 2: < 5,000 m*>, AMR 1 1.32 1.69
Case 3: 5,000-200,000 m*>, AMR 1 1.09 1.19
Case 4: > 200,000 m>, AMR 1 1.06 1.13

Case 5: < 5,000 m®>, AMM (Case 1)

> 5,000 m’>, AMR (Cases 3 and 4) 1 1.17 1.37

Annual benefit for a single measurement point normalised to the cost of a large DNO
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GAS: FINDINGS OF THE COST-BENEFIT
ANALYSIS (3/4)

Size of DNO

Annual consumption bands
" umpt (no. of customers)

Large Medium Small
(>500,000)  (50,000-500,000) (< 50,000)
Case 1: <5,000 m*>, AMM -8 -11 -130
Case 2: <5,000 m*>, AMR 26 23 -99
Case 3: 5,000-200,000 m*>, AMR 613 685 633
Case 4: >200,000 m*>, AMR 1,151 1,227 1,182

Case 5: < 5,000 m®, AMM (Case 1)

7 6 -112
> 5,000 m’>, AMR (Cases 3 and 4)

NPV at year 15 for different annual consumption bands [€/meter]
AMM = AMR + electrovalve on smart meter devices that cannot be opened remotely.
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GAS: FINDINGS OF THE COST-BENEFIT
ANALYSIS (4/4)

e Quantified benefits (in Euros) were found for
suppliers as well

e Those benefits were not used to assess the NPV
shown in the previous slide

e From a qualitative point of view several benefits
were assessed also for the “gas-system” as a whole
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GAS: FOCUS POINTS

e Compensation of Temperature and Pressure (the latter not
adopted for household customers)

e Electrovalve on board of meters for household customers
(AMM for G4/G6)

e Parametrizeable interval metering (minimum interval: 1h for
>= (10, 1 day for G4/G6)

e TOU withdrawal schemes

e Standardization and interoperability

o Battery life (and limitations implied by it)

o Communication between data concentrators and meters
o Installation of data concentrators (power supply, location)
o Potential displacement of meters
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GAS: MIN. FUNCTIONAL REQUIREMENTS ADOPTED

Minimum functional requirement 2 G10 R
(AMR) (AMM)

Metering units’ clock/calendar capable of managing seconds; 3 min. S min.
synchronised with the same reading frequency; maximum monthly drift
shall not exceed:
Temperature adjustment. Measure of the gas withdrawn at standard Yes Yes
temperature conditions (15°C).
Pressure adjustment. Measure of the gas withdrawn at standard pressure Yes No
conditions (1,01325 bar).
Withdrawal totaliser register. One single incremental totaliser register. Yes Yes
Time-of-use withdrawal totaliser registers. Three separate totaliser Yes Yes
registers, three types of day, up to five intervals a day. Schedule
updatable twice a year.
Interval metering. 70-day capacity, minimum interval: 1 hour 1 day
Saves and backups of withdrawal totaliser register. Min. six-monthly, Yes Yes
max monthly; whenever a new TOU schedule comes into operation.
Withdrawal registers must be kept after the battery has been replaced or
has run out.
Withdrawal data security. Mechanisms to protect and monitor Yes Yes
withdrawal registers.
Diagnostics. Self-diagnosis checks, including one on the maximum Yes Yes

monthly drift. Result recorded in a status word for transmission to the

remote management centre.

Display. At the customer’s request: date and time, current and last save Yes Yes
withdrawal registers, the register active at the time of display, any alarm

showing that the metering unit has recorded an anomaly.

Electrovalve. Available on meters, cannot be opened remotely. During No Yes
any power-supply failures it retains its state.
Up-dating of the metering unit software programme. Yes Yes
Information on real-time withdrawal. At customer’s request only (see Pulse Additional
the paragraph “Compliance with European Directive 2006/32/EC”). emitter physical or
output logical
communication

gate (regulatory
framework still
to be defined)
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