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Introduction 
 

Introducing liberalized electricity markets have changed relations between electricity 
distributors and customers, leading to a more customer-oriented approach in electricity supply. 
The regulatory bodies in countries that introduce electricity markets regulate quality of supply 
standards and facilitate the communication between energy distributors and customers. There are 
several initiatives in the European countries to set standards allowing for better quality of supply; 
for example the Council of European Energy Regulators (CEER) has established the Working 
Group on Quality of Electricity Supply to analyze how quality of supply is regulated in the EU 
countries.  

In compliance with the above, while keeping in mind the objective of ELE Ad hoc Group 
which is to develop better regulations to establish an integrated, competitive and functioning 
electricity market in the region as well as to harmonize the legal and technical framework, the 
ELE Ad hoc Group has started the action plan (2012-2014) by studying the quality of supply in 
MedReg Countries.  A survey on “Benchmarking and Performance Evaluation on Quality of 
Supply within Distribution Grids” has been prepared and circulated among members. The survey 
aims at investigating the MedReg members’ experiences in the distribution business (quality of 
service measurements and performance evaluation indicators).  

Based on contributions from different MEDREG members this report has been prepared 
illustrating the outcomes of the survey. This report shall help the regulators to establish a more 
effective regulatory framework for distribution business. Through, the experiences in MedReg 
countries, a unified guideline for performance evaluation indicators of distribution as well as a 
high level of quality of supply can be achieved. It should be well noted that knowledge transfer 
is the main driver of this process. The report is structured as follows:  

• Section-1: Structure of the Distribution/Retail and Supply Markets. 
Evidently, MEDREG countries constitute various forms of electricity market structures, 
ranging from fully liberalized markets to vertically integrated markets. It could be an 
acceptable idea to put them into two blocks; Northern Mediterranean and Southern 
Mediterranean countries. Within each block we can find quite similar market features. 
Nevertheless, there may be some countries in the northern block that have common features 
with the southern block (usually South-Eastern EU countries). Therefore, it was thought that 
before evaluating the quality of supply in electricity markets, it would be useful to start by 
identifying the structure of the distribution/retail and supply businesses. This section of the 
report studies electricity sector’s structure, tariff, subsidy, and dispute resolution. 
 
• Section-2 : Quality of Supply in Distribution Markets 

CEER Benchmarking report V- published 2011 - addresses three major aspects of quality of 
electricity supply: the availability of electricity (continuity of supply), its technical properties 
(voltage quality) and the speed and accuracy with which customer requests are handled 
(commercial quality). In this report, we tried to be in harmony with the regime followed by the 
CEER report, however in a simpler and less detailed manner. This is because not all the MedReg 
member countries are at the same pace with the quality of service issue. North Mediterranean 
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countries are much more advanced in this respect. Therefore this section aims at pointing out the 
objectives, basics, and methodologies of assessing quality of supply. 

 
• Conclusion 

By observing and analyzing the outcomes of the two sections, it would be possible to determine 
if the quality of service is affected by the structure of the market. It is meant to find if the 
ultimate goal of achieving better performance could be achieved in absence of the unbundled 
markets and whether there are other measures that if exist they can help in improving the 
performance. Different countries’ experiences in terms of market structure and supply quality 
will result in this conclusion. 
 

• Appendices 

Appendix 1: Specific Countries’ Remarks 

Appendix 2: Existing Distribution Grid Voltage Levels, Lengths and Cable Types (UGC/OHTL) 

Appendix 3: Technical Distribution Grid Data 

Appendix 4: Distribution Grid Technical Interruption Data 

Appendix 5: Survey form  
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List of abbreviations: 
ASAI Average Service Availability Index 
ASIDI Average System Interruption Duration Index  
ASIFI Average System Interruption Frequency Index  
CAIDI Customer Average Interruption Duration Index 
CAIFI Customer Average Interruption Frequency Index 
CEMIn Customers Experiencing Multiple Interruptions 
CEMSMIn Customers Experiencing Multiple Sustained Interruptions and Momentary 

Interruption Events 
CTAIDI  Customer Total Average Interruption Duration Index 
DG Distributed Generation 
GDP Gross Domestic Product 
MAIFI  Momentary Average Interruption Frequency Index 
MAIFIE Momentary Average Interruption Event Frequency Index 
RE Renewable Energy 
SAIDI System Average Interruption Duration Index 
SAIFI System Average Interruption Frequency Index 
TOU Time of Use 
TPA Third Party Access 
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Definitions: 

  
 

  
 

  
 

 SAIFI is measured in units of interruptions per customer (measured over the course of a year). 

 
 

 SAIDI is the average time the customers are interrupted and it commonly referred to as 
customer minutes of interruption or customer hours. 

 
 

 CAIDI gives information about the average time required to restore service to the average 
customer per sustained interruption (measured over the course of a year). 

 
 

 CTAIDI For customers who actually experienced an interruption. This index is designed to 
give information about the total average time in the reporting period they were without power. 
This index is a hybrid of CAIDI except that customers with multiple interruptions are counted 
only once. 

 
 

 CAIFI index is designed to give information about the average frequency of sustained 
interruptions for those customers experiencing sustained interruptions. The customer is 
counted once regardless of the number of times interrupted for this calculation. 

 
 

 ASAI index is designed to give information about the fraction of time (in %) that a customer 
has power provided during one year or the defined reporting period. 

 
 

 ASIFI index is designed to calculate reliability based on load rather than number of 
customers. It is used for areas that serve predominantly industrial /commercial customers.  
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 ASIDI index was designed with the same philosophy as ASIFI, but it provides information on 
system average duration of interruption. 
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Section-1 
Structure of the Distribution and Supply Markets 

Unbundling of generation, transmission, and distribution is a goal by itself, but rather a mean to 
achieve better system performance. Therefore, as mentioned earlier, the report starts by 
identifying the main features of the distribution/retail and supply businesses to enhance 
operational (quality of supply) and economical competitions that in return lead to a successful 
electricity market. This section of the report addresses the following points: 

I. The Distribution/Retail and Supply Market Structure;  
II. Distribution Tariff; 

III. Documented Regulations, Disclosure and Transparency Regulations, and Dispute 
Resolution 

I. The Distribution/Retail and Supply Business Structure 
 
In general, electricity markets can be classified as one of the following four typical models: 

Monopoly Single Buyer (SB) Wholesale Competition Retail Competition 

 

 

 

   

 
• D/ R have the choice 
to buy from power 
pool or bilateral 
contracts 
• G compete to supply 
power 

• C have the choice 
between various suppliers 

• Retail industry is 
competitive 

• Distribution separated 
from retail   

Algeria – Egypt – Bosnia – Croatia – 
Malta 

France* Italy – Spain- Portugal* 

Legend:  
G- Generation, T- Transmission, D- Distribution,  
R- Retailer, C- customers, SO- System Operator 
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#1 It is quite obvious that most of the MedReg countries (especially south Mediterranean 
countries) follow either the monopoly or the single buyer models. Thus, this indicates that 
distribution business is still bundled (not liberalized), and the role of the retailer is part of the 
distribution activity. However, there are some countries that show schemes comprising a mixture 
of more than one of the above four electricity market models. 
 
France*:                                                       

	  
	  
 
Portugal*:	  

	  
 

The electricity retail market in Portugal is 
segmented in two kinds of markets: 

 Regulated Market; where customers are 
supplied by the Supplier of Last Resort 
(SLR) with a regulated tariff; 

 Liberalized Market; where customers can 
choose their supplier in the market. 

• There is one dominant DSO – (ERDF) which 
manages the public electricity distribution 
network for 95% of France	  

• The retail electricity market is divided into 
two customer segments: residential sites (i.e. 
households) and non-residential sites, where 
customers can freely choose their energy 
provider which may propose two types of 
offers: 	  

 Regulated tariffs (prices set by public 
authorities); and 	  

 Market price contracts (prices set by 
supplier under a contract)	  
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There are some commonly used indicators to evaluate the success of retail markets as follows: 
 First, Customer activity; which is the numbers relating to supplier switching, presented 

as the share of customers who have switched supplier since the market opening or the 
number of switches during the previous year, are observed.  

 Second, Number of supplier/retailers; apart from the total number of suppliers in the 
market, the number of fully independent suppliers and number of newcomers since the 
market opening are important figures to describe the ease of market access. Furthermore, 
the number of suppliers offering electricity outside their traditional supply area is an 
interesting figure since it reveals the true number of options for the customers.  

 Third, Market shares of suppliers; 
 
The following table illustrates the existence of distributors and retailers in different member 
countries 

 
#2 The results in the above table is a consequence of the previously indicated market structure. 
In countries that have a monopoly or single buyer model, the retail activity is normally bundled 
into the distribution activity.  
 
#3 It is obvious that there is a significant number of retailers in north Mediterranean countries 
which indicates successful retail competition in these market. 
 
#4 Studies have been made to investigate the frequency of customers’ activity in the market, the above 
table indicates existence of rules that regulates the switching process. 
 
 
 Bilateral contracts  

In wholesale competition where generators compete to supply power either to the distributors or 
retailers, bilateral contracts present one of the electricity trade mechanisms in these markets. The 
following table shows the existence of bilateral contracts in different member countries. 
 
Bilateral 
Contracts 

Portugal Spain France Italy Malta Egypt Palestine Algeria Bosnia Croatia Albania 

No Yes* No Yes* No Yes No No No No No 

* Number of bilateral contracts is less than 1% 

 Portugal* Spain France* Italy Malta Egypt Palestine Algeria Bosnia Croatia Albania 

Number of 
existing 
DSOs 

11 349 148 142 1 9 5 58 8 1 1 

Number of 
Retailers 

7 198 0 122 1 0 0 58 27 14 1 

Existence of 
customers 
switching 

regulations 

Yes Yes Yes Yes No No No No No No Yes 
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#5 The above table shows that bilateral contracts can still exist in fully liberalized market as in 
Italy and Spain, and also in monopoly models like in Egypt. The case in Egypt presents a step 
towards the transition to liberalized market. 
 
II. Distribution business tariff; 
 

Base for 
Distribution 

Tariff Design 

Portugal Spain France Italy Malta Egypt Palestine Algeria Bosnia Croatia Albania 

a. Social  …… …… √ …… …… √ …… √ 	   √	    

b. Economical √ √ …… √ √ …… √ …… √  √ 

 
 
#6 The above table shows that tariff are usually 
based on economic elements, which is 
considered a cost reflected base. However, 
some governments consider the social impact 
rather than the economical aspect as a political 
direction, which adds a burden on them to 
subsidize their tariff such as in Egypt.  
 
Subsidy Portugal Spain France Italy Malta Egypt Palestine Algeria Bosnia Croatia Albania 

The 
customer 
retail 
tariff has 
subsidy. 

No No No Yes No Yes Yes Yes Yes No No 

There are 
plans to 
lift the 
subsidy. 

…… …… …… Yes …… …… …… No Yes …… …… 

 
 
 
 
 
 
 
 
 
 
 

However, bundled structure of the 
market can result in cross subsidy which is a 
typical problem that faces countries 
undergoing this mechanism. France and 
Egypt noted existence of cross subsidy. 

 In Italy, customer category that benefits from the subsidy is those families which are 
economically weak or have health problems. Economically weak customers get 
this subsidy if they fit in the categories set by the Ministry of Health 
through an indicator of economic wealth. The subsidy is a discounted price for the electricity 
bill corresponding approximately to a reduction by 20% of the average bill paid by standard 
customers. 
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#7 In spite of the existence of cross subsidy in France, there is no customer retail tariff subsidy.  
 
#8 Since tariff in Egypt and Algeria has a social perspective, then it constitutes subsidy. 
Moreover, this makes it very challenging to set plans to lift the subsidy. 
 
III. Documented Regulations, Disclosure and Transparency Regulations, and Dispute 

Resolution 
Existence of proper regulatory documents helps in establishing and maintaining a sustainable 
and successful retail business. 
 
Document Portugal Spain France Italy Malta Egypt Palestine Algeria Bosnia Croatia Albania 

Supply code …… Yes Yes Yes …… …… …… Yes Yes No No 
Distribution 
code 

Yes Yes Yes Yes Yes Yes Yes Yes Yes No Yes 

Customer 
charter 

…… Yes Yes Yes …… …… …… No No Yes No	  

Code of 
conduct 

…… Yes Yes …… …… …… …… No No No No	  

.  
#9 From the above table, it is observed that the distribution code is the most prevailing document 
in all countries.  
 
#10 Advanced countries in terms of retail business have more than one code that regulates the 
business. 
 
#11 Answers from the member countries indicated that there are always regulations for 
disclosure and transparency in action. 
 
#12 Also, answers indicated that the national regulatory agencies are responsible for dispute 
resolution. 
 
 
 

 
 
 
 
 

 In Albania, the only clear subsidization in the retail tariff customers is that of household 
customers for the first block of 300 kWh/month 
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Section-2 
Quality of Supply in Distribution Markets 

 
Three major aspects of quality of electricity supply are addressed in this section: 
 

 The availability of electricity (continuity of supply),  
The following indicators were surveyed: 
ASAI - ASIDI  - ASIFI - CAIDI  - CAIFI - CEMIn  - CTAIDI – SAIDI - SAIFI 
 

 The technical properties (voltage quality), and 
The following indicators were surveyed: 
Magnitude of supply voltage - Power frequency - Supply voltage variations - Magnitude 
of rapid voltage change - Flicker severity - Supply voltage dips - Electric supply 
interruption - Transient overvoltage between live conductors and earth - Supply voltage 
unbalance - Supply Voltage harmonics 
 

  The speed and accuracy with which customer requests are handled (commercial quality). 
The following indicators were surveyed:  
First, Indicators related to commercial quality can be classified into 4 main groups: 

 Connection  
 Customer Care 
 Technical Service  
 Metering and Billing 

Seond, 
 Guaranteed Standards (GSs): this refers to service quality levels which 

must be met in each individual case; otherwise the affected customer must 
be compensated. These include: 

 performance covered by the standards (e.g. estimation of 
the costs for the connection) 

 maximum time before execution of the performance 
 fulfillment time (number of working days) 
 economic compensation to be paid to the customer in case 

of failure to comply with the requirements 
 

 Overall Standards (OSs): this refers to a given set of cases (e.g. all 
customer requests in a given region for a given transaction) and must be 
met with respect to the whole population in that set. These include: 

 performance covered (e.g. connection of a new customer to 
the network) 

 minimum level of performance (commonly in % of cases), 
which has to be met in a given period  
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The outcomes of the answers to the survey show that: 

#1 The main objectives behind setting performance standards and consequently benchmarking 
the performance as stated by the member countries are as follows: 
 to stimulate improvements on the system operators performance and to encourage them 

to provide a satisfactory level of quality, at reasonable costs,	  

 to provide the national regulatory agency with information needed to identify problems 
for customers in terms of quality of supply,	  

 to strengthen the safeguards measures in favor of the final customers with general and 
specific standards of commercial quality for the distribution and metering service,	  

 to check amelioration and degradation regarding the consumer rights	  

 to set performance targets, evaluate costs, allocate resources, develop capital expenditure 
requirements  

 
#2 All respondent indicated that they have benchmark standards for quality of supply in the 
distribution grid. 
 
#3 The national regulatory authority is responsible for approving the performance indicators 

which are applied in its countries. Also, it is responsible for performing the benchmarking 
performance using these indictors annually, while the DSO provides the regulator with the 
needed data. However, in France the DSO performs this task on a quarterly basis. Also, in 
Albania, Bosnia and Herzegovina and Croatia the DSO carries this responsibility. 

 
#4 Most of the north Mediterranean countries disclose the benchmarking performance reports on 

annual basis except Malta. Consequently, the recommendations resulting from these reports 
influence the distribution business. Also, Egypt publishes these reports. 

  
 
 
 
 
 
 
 
 
 
#5 Most of the north Mediterranean countries contribute to the benchmarking performance 

adopted by the CEER. Moreover, some countries consider the environmental impact as in 
Palestine, also efficiency and labor productivity as in Egypt.  

 

In France, the indicator concerns continuity of supply (SAIDI), and is associated with 
an incentive scheme (the higher the SAIDI, the lower the tariff). 

Bosnia and Herzegovina  indicated that regulators are preparing a new incentive based 
tariff methodology which takes into consideration the parameters of quality of supply. 
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#6 Verifying (Auditing) the input for calculating performance evaluation indicators is done in 
some countries as follows: 

 
Portugal Auditing frequently (every 2 years) the information systems and procedures used to 

calculate the indicators of different operators 

Spain Third party (independent) audits are necessary before quality of supply files are submitted 
to the regulator. This applies to all distributors. Furthermore, the regulator carries out 
inspections to a sample of distribution companies. The sample to be investigated is 
established by the regulator. 

France CRE has the authority to run audits. However, in practice there have been very few audits 
of performance indicators thus far. 

Italy Data gathered by the regulator are subject to a validation and a verification of conformity 
procedure. In order to verify the data gathered from distributors, AEEG extracts a random 
sample from the data registry which is then subject to control in relation to commercial 
quality. The statistical model employed by AEEG to check the commercial quality of the 
services provided by distributors is published on AEEG website. 

Malta The regulator intends to audit the information provided by the operator 

Albania No specific verification methodologies exist for reported evaluation indicators. However, 
the effective regulation provides that the Regulator may exercise any control of the 
reported indicators. The regulation also stipulates that the company shall be liable for the 
accuracy of the reports and it may be subject of penalties or sanctions imposed by the 
Regulator for not complying with the requirements of the Regulation.     

 
Continuity of supply 
 
Continuity of supply indicators could cover different categories, areas and voltage levels within one 
country. They can be calculated on National Level, System Operators, Region Customer, Voltage Level, 
Urban/Rural 
 
#7 Performance Evaluation Indicators have been captured for the member countries as follows: 
 
Performance 
Evaluation 
Indicators 

Implementati
on 

Portugal Spain France Italy Malta Egypt Palestine Algeria Bosnia Croatia 

…..	  

Company 
Level 

√ √ √ √ ….. ….. ….. √ √ √ …..	  

Distribution 
Department 
Level 

√ ….. ….. ….. ….. √ ….. ….. ….. √ …..	  

Overall 
distribution 

….. √ ….. ….. √ ….. ….. ….. ….. √ …..	  
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grid 
Geographica
l territories 
(urban, 
rural, ..) 

….. √ ….. ….. ….. ….. ….. ….. √ ….. √ 

Distribution 
voltage 
level 

….. ….. ….. ….. ….. ….. ….. ….. √ ….. ….. 

 
 
 
 
 
 
The Indicators for continuity of supply usually monitors frequency and duration of long 
interruptions, for both planned and unplanned interruptions.  
 
#8 The following tables shows the applied indicators for quality of supply measurement  
 
Reliability Indicators for 
Sustainable Interruptions 

Portugal Spain France Italy Malta Egypt Algeria Albania 

a. ASAI  ……. ……. ……. ……. ……. √ ……. …….	  

b. ASIDI  ……. ……. ……. √ √ ……. ……. …….	  

c. ASIFI  ……. ……. ……. …….  ……. ……. …….	  

d. CAIDI  ……. ……. ……. √ ……. √ ……. …….	  

e. CAIFI ……. ……. ……. ……. ……. ……. ……. …….	  

f. CEMIn  ……. ……. ……. √ ……. ……. ……. …….	  

g. CTAIDI ……. ……. ……. ……. ……. ……. ……. …….	  

h. SAIDI √ ……. √ √ √ √ √ √ 
i. SAIFI √ ……. √ ……. √ √ √ √ 
j. Others √ √ ……. ……. ……. ……. TEC  

 
 
 
 
 
 
 
 

In France, there is no real national benchmark between the French DSOs, primarily because 
the main DSO (ERDF) accounts for 95% of distribution networks. 

In France, following the expected massive installation of smart meters (capable of 
providing precise measures of supply voltage significant deviations) in the near future, it is 
likely that CRE will ask for more detailed data. 
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Voltage Quality 
 
#9 The following table shows countries that uses indicator for measuring voltage quality. It is 

assumed that countries which provided no replies denoted that they do not consider this 
aspect. 

 
Quality of Supply 
Voltage Values 

Portugal Spain France Italy Malta Bosnia Algeria Albania 

Magnitude of supply 
voltage 

√ √ √ √ √ √	   ……. …… 

Power frequency √ √ ……. √ √ √	   ……. √ 

Supply voltage 
variations 

√ ……. √ √ √ √	   √ …… 

Magnitude of rapid 
voltage change 

……. ……. ……. √ √ √	   ……. …… 

Flicker severity √ ……. ……. √ √ √	   ……. …… 

Supply voltage dips √ ……. ……. √ √ √	   ……. …… 

Electric supply 
interruption 

……. √ √ √ √ √	   ……. √ 

Transient overvoltage 
between live conductors 
and earth 

……. ……. ……. √ √ √	   ……. …… 

Supply voltage 
unbalance 

√ ……. ……. √ √ √	   ……. …… 

Supply voltage 
harmonics 

√ ……. ……. √ √ √	   ……. …… 

Others  ……. ……. ……. …… √ ……. …….  
 
 
 
 
 
 
 
 
Commercial Quality (Quality of services) 
 

According to CEER benchmarking report V, indicators related to commercial quality can be 
classified into 4 main groups: 

In Egypt, voltage quality standards (e.g. supply voltage, power frequency, voltage 
variation, flicker, voltage dips) are applied.  Standards for voltage harmonics are measured for 
industrial customers. Industrial customers, through their contracts with the DSO, could be 
penalized if they do not comply with these standards.  
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 Connection  
 Customer Care 
 Technical Service  
 Metering and Billing 

 
Also, there are 2 main standards for commercial quality: 

 Guaranteed Standards (GSs): this refers to service quality levels which 
must be met in each individual case; otherwise the affected customer must 
be compensated.  

 Overall Standards (OSs): this refers to a given set of cases (e.g. all 
customer requests in a given region for a given transaction) and must be 
met with respect to the whole population in that set.  

In the conducted survey by the ELE AG, the most common and prevailing indicators were 
surveyed. Evidently, Most of MEDREG members countries showing that have response 
responded to that part were from north Northern Mediterranean countries (Algeria replied to 
some few of them). 

 
#10 The following table shows the commercial quality indicators for connection 
 

 Portugal Spain France Italy Malta Bosnia 

Connection 
duration 

(supply and meter) 

OS √ OS √ √ √	  

48 hours 6-80 days  5 days 720 hrs  

Estimating Charges 

OS √ OS √ √ √ 

20 working 
days 

5 days 

 
 

LV: 
10 – 20  days 
MV: 40 days 

  

 
#11 The following table shows the commercial quality indicators for customer care 
 

 Portugal Spain France Italy Malta Bosnia 

Voltage Complaints 
GS √  	   √	   √	  

15 working 
days 

5 days  	     

Appointments 
scheduling 

GS  OS √ √ √ 
2.5 hrs   2 hrs   

Response to 
customers claims 

GS-
complaint 
OS-query 

s 

√ 
 

GS 
 

√ 
 

√ √ 



18	  
	  

15 working 
days 

5 days 30 days 20 - 90 days   

Attendance in 
customers centers 

OS  OS  √ √ 
20 min    30 min  

 
#12 The following table shows the commercial quality indicators for technical services 
 

 Portugal Spain France Italy Malta Bosnia 
Responding to 

failure of supplier’s 
fuse 

GS   √   

3-5 hrs      

Restoring / 
reconnecting supply 

OS 
 

√  √	   √	   √ 

4 hrs   3-4 hrs 24 hrs  

Notice of supply 
interruption 

36 hrs √ OS √ √ √ 

 
#13 The following table shows the commercial quality indicators for billing and metering 
 
 Portugal Spain  France Italy Malta Bosnia 

Meters problems 
GS 

 
√ 
 

  
√ √ 

15 working days 5 days     

Meters changed 
when required 

   √ 

15 days	  

√	   √ 

Reconnection 
following lack of 
payment 

GS   √	   √	   √	  

17 hours of the 
day after for LV; 

4 hours for urgent 
reconnections 
(extra-payment) 

  24 hrs   
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Conclusion  
Basically, quality of supply is what customers get in exchange for their paid bills. Factors of 
quality of supply include service issues, commercial relationships, continuity of supply, voltage 
quality, and others. In a liberalized electricity market, customers would be able to choose the 
service provider (retailer) who offers a level of service quality that reflected their willingness to 
pay for it. However, markets under monopolies, utilities may operate at sub-optimal quality and 
social cost level due to absence of (incentive) regulation.  An appropriate regulatory approach 
would provide such markets with economic incentives as to reach the standard level of quality. 
However, the problem of quality measurement and the relationship (trade-off) between cost and 
quality need proper consideration. 
 

Recommendations 
 Countries under monopolies or single buyer models should take steps towards opening 

their electricity markets. Starting with a wholesale competition market will result in 
better performance on the supply side, which will in turn encourage better performance 
on the retail side. 

 Barriers facing launching a retail market should be carefully tackled. These include, but 
not limited to, the following: 

 Customers were accustomed to buying electricity as one monopoly service 
that included the supply and network service, and understanding the 
separation of these services would be difficult especially at the beginning. 
 

 The regulated prices are “perhaps the largest obstacle; as customers do not 
have incentives to switch because the regulated prices are often lower than 
the market prices. 

 Regulatory bodies in countries with under monopolies or single buyer models should 
adopt benchmarking methodologies and economic incentives to promote the quality of 
supply even in presence of the existing monopolistic regime. 

 Lack of detailed and accurate data is a common problem in evaluating quality of supply. 
Since metering is one of the basic duties of electricity markets because it is the basis of 
invoicing and balance settlement, some countries have started measures to replace all or 
some of the traditional meters with smart meters. This is expected to: 

  provide customers with better information about their consumption invoicing 
based on actual consumption and so invoices that are more clear  

  better framework for demand side management 
 Provides the DSOs with accurate, timely, and detailed data 

 The experience from countries who introduced electricity markets should be carefully 
analyzed. This would lead to the development of commonly accepted standards of 
quality of supply and incentives to improve the level of quality. 

 Harmonizing the terms and standards used between the member countries to prevent 
misleading interpretation and to gain more benefit from other counters’ experiences. 


