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ABBREVIATIONS
EEC

Eswatini Electricity Company

ESERA Eswatini Energy Regulatory Authority
ESI

Electricity Supply Industry

UFPC

Usuthu Forest Products Company

QOSSS Quality of Supply and Service Standard
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INTRODUCTION
The Eswatini Energy Regulatory Authority (ESERA) is a category A public enterprise established in terms of the Energy
Regulatory Act of 2007. Its mandate in the Electricity Supply Industry (ESI) is anchored in the administration of the
Electricity Act, 2007 with the primary responsibilities of exercising control over the sector and ensuring security and
quality of supply and services. This is performed through the issuance of licences, regulation of electricity tariffs and
licensee performance monitoring against established benchmarks and other regulatory requirements. Beyond its role in
the ESI, the Authority also administers the Petroleum Act of 2020 through the licensing and inspection of downstream
petroleum activities.
In regulating the quality of supply and services within the ESI, the Authority regularly assesses licensees’ performance
and compliance to Quality of Supply and Service Standards (QOSSS). This ensures that service delivery, particularly
from electricity distributors is of acceptable quality and standard. The ESI is regulated through two key national
standards that set the minimum requirements for both technical and commercial performance namely, Quality of Supply
(SZNS028:2013) and Quality of Service (SZNS026: 2012) standards. The Quality of Supply (QoS) standard outlines the
technical parameters and requirements that guide the quality of the voltage or electricity supplied to consumers. These
parameters include voltage magnitude, voltage flickers, voltage dips and voltage harmonics at the customer supply
points.
Whereas the Quality-of-Service standard provides the minimum commercial requirements for service activities that
licensees should provide to their consumers. The service activities provided for in this standard include processing of
requests for supply; management of disconnections; management of customer complaints and network interruption
performance, among others.
In modern day power systems, operators and regulators make use of intelligent devices in electricity network
performance monitoring. This helps provide overall monitoring and tracking of the power system performance and
generate early warning signals for power equipment failures such as overloaded circuits and network points frequently
operating outside the normal conditions. During the period between 1st October 2021 and 31st April 2022, the Authority
continued to monitor the performance of licensees within the ESI.
This report provides an overview of the performance of the Eswatini Electricity Company (EEC) and Usuthu Forest
Products Company (UFPC), both of which are electricity distributors licensed by the Authority for the sale of electricity.
The Authority initiated the reporting exercise for UFPC in Q3 of 2021/22. Other distribution licensees will be featured in
future reports once sufficient performance reporting has been established.

LICENSEE QUALITY OF SUPPLY AND SERVICE PERFORMANCE FOR OCTOBER 2021 TO MARCH 2022

Page 5

1. QUALITY OF SERVICE
The Quality of Service standard (SZNS 026) is instrumental in the regulation of the quality of service in the local ESI,
and it allows for the measurement of service activities and targets that were agreed upon and defined by licensees,
various customer organizations and the Regulator. It also provides for review of the standards based on changes in
the local operating environment owing to changes in the ESI. The Authority in collaboration with industry players, the
Eswatini Standards Authority and customer organizations is currently in the process of reviewing this standard to
ensure effective quality of service regulation in the ESI.
Although the Quality of Service standard deals with the manner in which planned interruptions are managed, and with
restoration times for unplanned interruptions, more technical performance information can be found in SZNS 028
which deals with quality of supply.
Some of the quality of service activities that distribution and supply licensees are required to report on are provided in
Table 1 below.
Table 1: Some of the quality of service activities as provided in SZNS026: 2013

Index

Service activities

4.2

Processing of requests for supply

4.3

Meter readings and management of customer disconnections and reconnections

4.3

Account and meter accuracy queries

4.4

Provision of vending stations

4.5

Fault reporting services

4.5

Restoration of supply after unplanned interruptions

4.5

Notices for planned interruptions

4.6

Management of customer complaints, enquiries and requests

4.7

Provision of telephone services and call handling

4.10

Key customers feedback

In this part of the report, the performance of the licensees with regards to provision of quotations and supply; management
of customer complaints, enquiries and requests; management of customer disconnections and reconnections; and
restoration of supply after unplanned interruptions is discussed.
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1.1

Processing of requests for supply

During the period under review, UFPC did not have new request for electricity supply as all the households and
businesses were already connected to their distribution network. Figure 1 below shows the performance of the EEC
with regards to this service activity where existing infrastructure can be used and where network extensions may be
required to provide electricity supply to customers.

Provision of Quotations
Network extensions required

Existing infrastructure can be used

0.00%

30.00%

60.00%

90.00%

Exis�ng infrastructure can be used

Network extensions required

Q4 of 2021/22

47.60%

79.20%

Q3 of 2021/22

33.20%

87.40%

Q4 of 2021/22

Q3 of 2021/22

Figure 1: EEC’s performance on provision of quotations to customers
It can be observed from Figure 1 above that the licensee performance on this service activity was below the 95% target
success rate defined in the quality of service standard. Some of the reasons for the low performance where existing
infrastructure can be used include challenges faced by the utility in connecting group schemes. It was for this reason
that the licensee was directed to reporting the performance on this based on agreed timelines with the group schemes
as opposed to using the standard defined timeframes. The standard requires that quotations should be provided within
10 working where existing infrastructure can be used and within 1 month where network extensions are required.
On the provision of supply, the licensee’s performance is shown in Table 1 below. Sufficient data for Q3 was not
available because the licensee’s connection optimization process was yet to be finalized as at the end of the quarter.
Status of network

Standard
requirement

#. of
applications received

#. of applications within
standard requirement

Percentage
success

Existing infrastructure
can be used

30 working
days

678

478

70.5%

LV network extensions
required

2 months

347

300

86.5%

MV network extension
required

3 months

4

4

100%

Table 1: Provision of supply to customers for Q4 of 2021/22

LICENSEE QUALITY OF SUPPLY AND SERVICE PERFORMANCE FOR OCTOBER 2021 TO MARCH 2022

Page 7

It can be observed from Table 1 above that the licensee performance on providing supply was below the 95% target
success rate. This is an improvement from the previous financial year as the highest performance rate attained was
82.9%.
1.2 Restoration of supply after an unplanned interruption
After unplanned interruptions, the supply should be restored as follows:
a) 30 % within 1,5 h;
b) 60 % within 4,5 h;
c) 90 % within 7,5 h;
d) 98 % within 24 h; and
e) 100 % within 96 h
The above is a worst-case scenario and should be improved whenever the circumstances allow.
1.2.1 The Eswatini Electricity Company
Figure 2 below outlines the performance of the EEC with regards to restoration of supply after unplanned interruptions
during the period under review. The figure illustrates that the performance of the utility from (Oct- Mar) deteriorated
compared with the performance from the preceding two quarters (Apr-Sept). This is was mainly because the Oct- Mar
period was hard hit by heavy storms which made it difficulty for the licensee to meet the required timelines. However,
the performance was below the standard expectation on both periods.

Figure 2: EEC performance on restoration of supply after unplanned interruptions
It can further be observed that the performance of the licensee gets better closer to the 96 hours by which it is expected
that supply to all affected customers is restored. Under normal conditions, no customer should be in the dark for more
than four days (96 hours).
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1.2.2 Usuthu Forest Products Company
Table 2 below provides a summary of the performance of UFPC company in restoring supply following unplanned
interruptions. It is worth noting that this licensee does not have its own electricity generation facilities and is at the
moment 100% reliant on the EEC. This means that upstream interruptions from the EEC as the sole supplier and her
ability to restore such interruptions within the expected timeframes may affect the performance of UFPC. However, for
the purpose of this report the focus is on the interruptions within the licensee’s jurisdiction and control. UFPC has just
over 650 customers, both residential and commercial.
Table 2: UFPC’s performance on restoration of supply after unplanned interruptions
Total # of
unplanned
interruptions

% of supply
% of supply
% of supply
% of supply
% of supply
restored within restored within restored within restored within restored within
1,5 h
4,5 h
7,5 h
24 h
96 h

Oct

-

-

-

-

-

-

Nov

6

100%

0%

0%

0%

0%

Dec

11

100%

0%

0%

0%

0%

Jan

5

100%

0%

0%

0%

0%

Feb

9

55.6%

77.8%

88.9%

100%

0%

Mar

7

85.7%

0%

100%

0%

0%

Average

7.6

88.3%

92.7%

97.8%

100%

100%

30%

60%

90%

98%

100%

Min. Standard

The above table shows that there was only total of 38 interruptions over the reporting period with all restored within 24
hours. The data shows that the licensee is responsive to outages as on average 88% of outages from within its network
were restored within 1.5 hours.
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1.3

Management of disconnections and reconnections

1.3.1 The Eswatini Electricity Company
During the period under review, the EEC reported that of a total of 4361 planned disconnections mainly due to nonpayments during this period about 36% (1,578) of these were eventually effected as the others settled their payments
before the planned cut off.
It is further reported that all 302 credit meter customers that had been scheduled for reconnections were reconnected
during this period. This left a total of just over 1,200 customers that remained disconnected over the period. All
the disconnections and reconnections were effected within the prescripts and requirements of the quality of service
standard. Customers are also served with at least a 24- hour notice before they can be disconnected.
Figure 1 below shows a summary the licensee’s performance on management of customer disconnections and
reconnections.

Figure 3: EEC’s performance on management of disconnections and reconnections
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1.3.2 Usuthu Forest Products Company
For UFPC, it was recorded that there were no planned disconnections and reconnections during this period except for
two commercial metered units that evacuated their premises at the end of January 2022.
1.4 Management of customer complaints, enquiries and requests
In the management of customer complaints, enquiries and requests, the licensee’s performance is measured based
on its ability to handle some of these immediately without referrals, or to respond, and or to resolve them within a
maximum of two weeks or as per the communicated timeframe in the case of customer requests. Consumers may raise
complaints relating to both the quality of service and supply with the utility, and these complaints need to be attended to
procedurally as per the prescripts of the Quality of Service standard. The Regulator may intervene upon a request from
any of the aggrieved party between the licensee and the customer.
This part of the report considers licensees’ performance in management of customer complaints, enquiries and
requests. The following service activities generally influence the quality of service in dealing with customer complaints,
enquiries and requests:
a.
b.
c.
d.

availability and location of service centres;
telephone services;
response times; and
time taken to resolve problems

1.4.1 Eswatini Electricity Company
Customer complaints may be received in person, in writing or through telephonic services. The performance of this
licensee in responding to and resolving customer complaints during the period under review is provided in Table 3
below.

Service Activity

Total received in
Q3 of 2021/23

Total received in
Q4 of 2021/22

Average performance
(resolving)

In Person Complaints

7

3

40.5%

Written Complaints

14

10

77.9%

Via Telephonic Service

40

27

86.9%

Table 3: Responding and resolving customer complaints for the period under review
Table 3 above shows the total number of complaints received per category and the average performance of the licensee
in resolving these within the minimum standard. As per the standard, complaints received in person and via telephonic
services should be handled immediately without referral and those received in writing should be resolved within two
weeks. The average performance on dealing with in person complaints remained very low below 50%. The Authority
will continue engaging the licensee on this as this reflects badly on the quality of service in as far as this service activity
is concerned.

LICENSEE QUALITY OF SUPPLY AND SERVICE PERFORMANCE FOR OCTOBER 2021 TO MARCH 2022

Page 11

1.4.2 Usuthu Forest Products Company
The UFPC also continued to report on the quality of service provided to its customers under her distribution area. With
regards to dealing with customer complaints, Table 4 below provides a summary on the performance of this licensee.

Total received in
Q3 of 2021/23

Service Activity

Total received in
Q4 of 2021/22

Average performance
(resolving)

In Person Complaints

0

0

0%

Written Complaints

8

50

80%

Via Telephonic Service

14

14

100%

Table 4: Resolving customer complaints for the period under review
Considering the summary in Table 4, the average performance of the licensee may be considered very low taking into
account the total number of customers served. The target Key Performance Indicator for licensees on this service
activity is 95% and has only been attained where complaints are received through telephonic means.
In summary, licensees have in the past raised concerns over what could be considered customer complaints, enquiries
or queries and it is envisaged that such clarity may be provided in the revised Quality of Supply and Service standards
that will soon be issued for public review. It is also evident from the performance of licensees that they are struggling
to achieve the set target of 95% in the service activities. However, there is a quite significant improvement in both the
reporting and general performance of the licensees considering their performance in the 2020/21 financial year.
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2. QUALITY OF SUPPLY
2.1 Background
The Authority regulates the quality of electricity supply to end consumers in the local Electricity Supply Industry and
in doing so it initiated a power quality monitoring initiative in the last few years. The EEC as the main distributor of
electricity in the country also has its own power quality instruments installed at substation level to monitor the quality
of supply from their substations to end consumers. The Authority has mainly focused on the customer supply in order
to ascertain the quality of the electricity delivered to their premises. The Regulator has however put in place measures to
ensure that it has visibility over the quality of supply as observed from substations by the EEC and these will be reported
on the subsequent reporting periods.
During the period under review, the Authority continued with its quality of supply monitoring whereby there were five
instruments installed as at the beginning of the period. However, only three had sufficient data for analysis as at the
end of the period. The five instruments were installed at Ngwenya, Matsapha Industrial Site, Mankayane, Maloma and
Nhlangano. In this report, the analysis for the three instruments that had sufficient data as at the end of the reporting
period is considered. These are for PQ devices located at Ngwenya, Nhlangano and Matsapha Industrial Site.
2.2 Quality of Supply
2.2.1 Voltage Magnitude
2.2.1.1 Africa Chicks Hatchery
The site assessment for this location indicates that the voltage magnitude fully complies with the minimum expectations.
Table 5 below illustrates this through the compliance assessment to both the voltage limit and compatibility criteria.

Limit Criteria

Compliance Level

Maximum Voltage [V]

254

252

Comply

Compatibility Criteria

Compliance Level

Assessed Value

Compliance

95% highest weekly value

110

109.1

Comply

95% lowest weekly value

90

104.6

Comply

Assessed Value

Compliance

Table 6 Voltage Magnitude Compliance Overview for Eswatini Meat Industries
This considers the level of voltage quantity in the electricity supplied to the customer point where the measurement is
performed. The site assessment for this particular customer indicates that the voltage magnitude fully complied with
the minimum expectations.

LICENSEE
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2.2.1.2 Eswatini Meat Industries (EMI)
Table 6 below provides an overview of the performance at EMI with respect to the voltage magnitude compatibility and
limit criteria.

Limit Criteria

Compliance Level

Assessed Value

Compliance

Maximum Voltage [V]

254

243.1

Comply

Compatibility Criteria

Compliance Level

Assessed Value

Compliance

95% highest weekly value

110

104.9

Comply

95% lowest weekly value

90

102.3

Comply

Table 6 Voltage Magnitude Compliance Overview for Eswatini Meat Industries
The Authority continues to note that the Eswatini Meat Industries receives a smooth voltage supply with minimal
fluctuations and voltage dips. This is further shown in the voltage profile for a typical week as presented in Figure 4
below.

Voltage Profile - Typical Week

110

% V declared

100
90
80
70
60
1

2

3

4

5

6

7

Time of Week (1 = Sunday)

Figure 4 - Voltage Profile – Typical Week for Q3 & Q4 of 2021/22 at EMI
2.2.1.3 Montigny Investments (Nhlangano)
The site assessment for this customer indicates that the voltage magnitude at the 11kV side does not fully comply with
the minimum expectations. Table 1 below shows that the voltage magnitude complies only with the minimum threshold
requirement.

Limit Criteria

Compliance Level

Assessed Value

Compliance

Maximum Voltage [V]

12100

12800.7

Do not comply

Compatibility Criteria

Compliance Level

Assessed Value

Compliance

95% highest weekly value

105

105.2

Do not comply

95% lowest weekly value

95

98.3

Comply

Table 7 Voltage Magnitude Compliance Overview for Montigny Investment
Both the utility and the customer were engaged on the over-voltage issue identified at this site and it was established
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that the customer was aware of the over-voltage at their point of supply. This is a general practice for customers located
closer to distribution substations that supply other customers through long radial distribution lines to receive higher
voltage levels. This is meant to ensure that customers at the furthest point of supply from that particular substation still
receive a voltage level that is within the minimum standard. However, utilities have the responsibility to ensure that this
does not have any negative impacts on the customer.
Figure 5 below shows the voltage profile for a typical week at this customer supply point during the period under review.
This shows that one of the three phases is maintained closer to the declared voltage level with the other two slightly
above.

Voltage Profile - Typical Week
104

% V declared

102
100
98
96
94
92
90
1

2

3

4

5

6

7

Time of Week (1 = Sunday)

Figure 5 - Voltage Profile – Typical Week for Q3&Q4 of 2021/22 at Montigny Investment
It can be observed from both the compatibility data and voltage profile that this particular customer generally receives
voltage with a magnitude above the minimum expectations.
2.2.2 Voltage Harmonics
Voltage harmonics are defined as the amount of distortion the voltage waveforms have in relation to the fundamental
voltage frequency at which the power system is designed to normally function. It defines how polluted the voltage is
from its purest form. It is important that power system operators and energy regulators monitor the presence of voltage
harmonics in the electricity systems. These have destructive impact in power distribution systems and such include
safety problems, reduced lifespan of electrical equipment and unreliable operation of electronic equipment. Harmonics
may be caused by high presence of non-linear loads within the power systems, energy efficient lighting and computer
power supplies, among others.
Figure 6, Figure 7 and Figure 8 below show the harmonic performance of the three sites under consideration with
respect to the voltage harmonic compliance for the period under review.
Compatibility Critea

Assesed Value
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Figure 6 – Voltage Harmonic Assessment for Africa Chicks Hatchery
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Figure 7 – Voltage Harmonic Assessment for Eswatini Meat Industries
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Figure 8 – Voltage Harmonic Assessment for Montigny Investment
The above figures (Fig.6, 7 and 8) indicate that the voltage supplied to these customers was within minimum harmonic
compliance expectations. It can, however, be noted that fifth order harmonic for Nhlangano was closer to the compatibility
limit. The occurrence of the fifth order harmonic needs to be closely monitored as they can cause serious problems to
customer equipment.
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3. RELIABILITY OF SUPPLY
In the assessment of the reliability of electricity supply, the frequency and duration of unplanned interruptions as
measured at customer supply points are generally used. Unplanned interruptions as defined in the national quality of
supply standards may be divided into two categories, namely:
• Momentary Interruptions (MI) - unplanned interruptions at Low Voltage (LV) and Medium Voltage (MV) circuits
that are longer than 3 seconds but less than or equal to 5 minutes
• Sustained Interruptions (SI) - unplanned interruptions at LV and MV circuits longer than 5 minutes,
whereby LV is voltage less than 0.4kV and MV is voltage level between 6.6kV and 11kV.
The frequency and duration of unplanned electricity supply interruptions are the main parameters used to determine
the reliability of supply. This part of the report discusses the reliability of supply as measured at the three sites
under consideration. Figure 9 and Figure 10 below provide a summary of the sites’ performance with regards to
momentary and sustained interruptions, respectively, during the period under review.

Frequency of Momentary
Interruptions

FREQUENCY

60
50

54

47

40
30

25

20

13

10

11
0

0
Africa Chicks Hatchery Eswatini Meat Industries

Montigny Invetsment

SITE NAME
Q3

Q4

Figure 9 - Frequency of Momentary Interruptions
Figure 9 illustrates that there was a decrease in the number of momentary interruptions moving from Q3 to Q4.
This trend may be because Q3 falls during the stormy season whereby it is expected that due to unfavorable weather
conditions interruptions may be expected.
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The performance on sustained interruptions is demonstrated in Figure 10, which illustrates that from the three sites
only Eswatini Meat Industries was affected during the quarter under review. Africa Chicks Hatchery continued to be the
best performing with no sustained interruption during the reporting period.

Frequncy of Sustained Interruptions

Frequency

18
16
14
12
10
8
6
4
2
0

Q1 of
2021/22

Q2 of
2021/22

Q3 of
2021/22

Q4 of
2021/22

Africa Chicks Hatchery

0

1

0

0

Eswa�ni Meat Industries

7

8

17

7

Mon�gny Investment

0

0

0

3

Date
Africa Chicks Hatchery

Eswa�ni Meat Industries

Mon�gny Investment

Figure 10 - Frequency of Sustained Interruptions
It is also important to study the duration of the sustained interruptions as they provide insights into the licensee’s ability
to attend to and restore unplanned interruptions. Table 8 below, provides information on the total duration of both the
momentary and sustained interruptions as recorded in the three sites for the period under review.
Table 8 - Total frequency and cumulative duration of MIs and SIs for Q3& Q4 of 2021/2#2
Table 8 - Total frequency and cumulative duration of MIs and SIs for Q3& Q4 of 2021/2#2

Momentary Interruptions

Sustained Interruptions

Site Location

Total Count

Cumulative
Duration

Total Count

Cumulative
Duration

Montigny Investment

11
72

Eswatini Meat Industries

67

Total

139

3
0
7
7

00:21:13

Africa Chicks Hatchery

00:00:00
00:42:00
01:26:53
02:08:53
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00:00:00
58:02:02
58:23:15
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4. CONCLUSION
It is important that the performance and compliance of licensees be monitored on an ongoing basis in order to
ensure that the quality of supply and service provided to customers meets the minimum standard requirements. This
also ensures that good performance is incentivized particularly in Incentive Based Regulatory environments. Most
importantly, it ensures that the electricity supplied to end consumers is safe, reliable and of the expected quality. The
performance of the EEC, UFPC and other distribution licensees will be closely monitored to ensure that the necessary
improvements and benefits are realised.
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Eswatini Energy Regulatory Authority
First Floor RHUS Office Park
Karl Grant Street Mbabane, Eswatini
Telephone +268 2404 2103/8425
+268 2404 3975 (Capacity Procurement Unit)
Email info@esera.org.sz
www.esera.org.sz
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