APPENDIX 2.1
(referred to in paragraph 2.2)

Extract from Hansard dated 14 July 1980: statement by Mr David Howell,
Secretary of State for Energy

Electricity Supply Industry

Mr Mudd asked the Secretary of State for Energy whether he has now consi-
dered the organisation of the electricity supply industry and what are his
proposals.

Mr David Howell: I have given careful consideration to how the electricity
supply industry should be organised in England and Wales. I have consulted
widely in the industry and have heard the views of other interests.

The industry’s present structure dates from the 1957 Electricity Act and
comprises 13 statutory boards—the Central Electricity Generating Board and
12 area boards—and the statutory Electricity Council which acts as a confed-
eral body for the industry as a whole. It is the council’s duty to advise me on
questions affecting the industry and to promote and assist the maintenance and
development of an efficient, co-ordinated and economical system of supply. In
1976 the Plowden committee recommmended the unification of the industry into
a single corporation. The last Administration published their proposals for
such a corporation in a draft Bill which was the subject of pre-legislative
hearings and a report by the Select Committee on nationalised industries
towards the end of the last Parliament.

The question of the industry’s organisation isnot a new one. The need to strike a
proper balance between healthy local independence and strategic decision-
making at national level, and between generation and distribution, has been a
theme for many years. The balance is not easily struck. Certainly, the creation of
a large single corporation unifying the 13 boards and the council would carry
significant risks of over-centralisation.

It was with this in mind that I informed the House last July that, although 1 did
not rule out legislation to effect desirable change in the industry if it were
necessary, I preferred to seek improvements if at all possible without it. I have
now concluded that improved working arrangements of the kind I wished to see
can be developed within the existing statutory framework.

For both technical and economic reasons the industry is divided into the
generation and transmission of electricity through a high voltage grid, organ-
ised on a national basis on the one hand and its distribution by area boards on
the other. I have not been persuaded that any benefits from bringing generation
and distribution together in a unified corporate structure would outweigh the
risk of over-centralisation.
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I have been impressed by the extent of co-ordination and co-operative working
that already exists in the industry. I propose to buiid on the progress that has
been achieved and, ‘within the terms’ of the existing legislation, to develop
relationships between the council and the boards, strengthening the co-
ordinating and advisory role of the council and of its chairman, whom I regard
as my main policy adviser within the industry, in the development of indus-
trywide policies. I also look to closer links between the boards, particularly at
local levels. The statutory responsibilities of the council and the boards will of
course remain as defined by the relevant statutes. I have been assured by the
council and the individual boards of their commitment to my policy. In particu-
lar, there is agreement to develop co-operative working in the following ways:

—when consulting the Electricity Council on capital programmes and tariff
proposals the generating and area boards will provide full information on
“the underlying assumptions and costs relating to those programmes and
tariff proposals bearing in mind the council’s duty of advising me on the
maintenance and development of efficient supply by the industry. I will
seek specific comments from the councxl before approvmg caplta] pro-
grammes; '

—the boards will’ co-operate with the council in the deve]opment of an
improved financial reporting system; :

—the council will advise me on fuirther development of physical, technical and
financial measures of performance by the boards; -

—the council will review with the generating board and the area boards the
structure of the bulk supply tariff with a view to considering whether
changes are desirable and will report its conclusions to me;

—the boards will co-operate with the council in developing arrangements to
encourage transfers ‘of managerla] staff between the two sides of the
industry;

—the chairman of the generating board and the chairme of the area boards
will promote closer contacts between CEGB regions and the relevant area
boards.

In my consideration [ have very much had in mind the industry’s relations with
its customers. I value the close links which exist between the area boards and the
communities which they serve and wish them to continue their efforts to
improve customer relations at all levels. The industry has large responsibilities
and I hope that senior members of the area boards and CEGB management at
reglonal as well as national level will continue to improve the public understand-
ing of the nature of their tasks; and their efforts to provide economical, safe and
efficient publlc service.

Finally I would like to thank all those in'the industry both from management
and the unions who have given me advice on this subject over the past months. I
am conscious that widely- different views are held. I believe however that all
concerned will now work together to make improvements within the industry’s
existing statutory framework.
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YORKSHIRE BOARD

APPENDIX 2.2
(referred to in paragraph 2.15)

The East Midlands Electricity Board area
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With effect from 1 April 1984 the following district

mergers took place:
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(iii} the Coventry and South Warwickshire districts
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APPENDIX 2.3
(referred to in paragraph 2.15)

‘The South Eastern Electricity Board area
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APPENDIX 2.4
(referred to in paragraph 2.15)

The North Eastern Electricity Board area
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APPENDIX 2.5
{referred to in paragraph 2.15)

The South Western Electricity Board area
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APPENDIX 3.1
(referred to in paragraph 3.4)

NEEB: management structure

THE BOARD

Chairman  Six part-time members
Daputy Chairman  Chairman of the Consuliative Council

BOARD HEADGUARTERS

Engineering Secretary "Financial Commercial
Director Dirgctor Director
Operations  Planning  Technical  Construction Tariffs Sales Contracting
Manager Manager Services  Manager and Manager  and
Manager Supplies Sarvices
Manager Manager
Architect
Computer Management  Administrative  Financial Expenditure  Income Auditand
Sarvices Services Services Management  Accountant Accountant  Developmant
Manager Manager Manager Accountant Accountant
Public Warehousea
Relations Manager

Source: NEEB.

Officer

Personnel

Director
Electricity Personne!
Markating Manager
Manager

Agsistant Personnel
Manager

5DISTRICTS

North Tyne
South Tyne
Durham
Cleveland
North Yarkshire
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© APPENDIX 3.2
" (referred to in paragraph 3.4)

EMEB: management structure
CHAIRMAN — :

Part-time
Board members

DEPUTY CHAIRMAN

4 HQ Divisions Jed by a Director

3 Groups each led by a manager

Head of

Management Secretarial Finance Marketing Engineering
Corporate Services '
Affairs :
3Depanments 4Departments 5Departments 4Depanments
Including away from HQ:
2Regional 2Regional 2 Regional
Stores including Executives Workshops -
Appliance : : . .
Delivery Lelt . .
. 75Shops Meter Tést
Station
2 Training
Centres _
Timeswitch
Sounrce: EMEB.

Workshop

Southern

5
Districts

North
Western

5
Districts

|

North
Eastern

5
Districts
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ApPENDIX 3.3

(referred to in paragraph 3.4)

SEEB: management structure

BOARD

CHAIRMAN =y

Part-time
Board members

DEPUTY CHAIRMAN

|

Chiet
Engineer’s
Department

Engineering
Zones

Chief
Accountant’s
Depantment

10 Managed Districts
(see beiow)

District Manager -

|

Secretary's
Department

Commercial
Director's
Department

P

District Enginger

District Administrative Officer

Kingston, West Surrey, Croydan, Medway, East Kent, Maidstane, Tunbridge Wells, South East Sussex. Crawley and South West Sussex.

(Dotted lines denota functional links)

saselssraatssnnsnsarannsrrnnas

-

District Commercial Engineer

Management
Sarvices
Officer

Source: SEEB.
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APPENDIX 3.4
(referred to in paragraph 3.4)
SWEB: management structure

A
CHAIRMAN

Administration

| Part-time
Board members
DEPUTY CHAIRMAN
Personnel Financial Engineering Commercial ‘ Secretary & Computer & 4 Area Managers
Manager Director Director Director . Solicitor Information {Severnside
Systems Somerset
Controller Devon
Cornwall)
Area Area . Area
Engineering Commarcial
Source: SWEB. Manager Manager

Manager



APPENDIX 3.5
(referred to in paragraph 3.9)

Area/district structure of meter-reading, billing and collection
NEEB

DISTRICT MANAGER
1 1 ]
Engineering Accounting Consumers Manager
Manager Control,
Personnel,
Administration
Contracting Sales & Consumers
& Service Supplies I
! | | |
Field activities Disconnection Regular * Consumer
{meter reading) & Arrears Paymaents Service
CoHection Scheme & Enquiry Units
Deposits & Consumer
Documentation
EMEB DISTRICT MANAGER
I | 1 1
District Sales Customer Contracting
Engineer Manager Service Engingaring
Manager
|
f | 1
Customer Credit Internal
Service Control Services
and
Debt
Collection
SEEB DISTRICT MANAGER
|
I | R
District Administrative Office District District
Engineer Commerical
Engineer
income Consumer
| Section
Meter Debt
Reading Collgction
]
¥ ] 1
Credit Foremen Prepayment
Unit Unit
SWEB AREA MANAGER
i
L ‘ 1
Area Commercial Area Administration
Manager Manager
1 1
Appliance Local Office*® Area Customer and Admin
Marketing Customer Service Officer Service Officer™
Consumer
.
Sales Controller Consumer Records Records*
Assistant Sales Meter reading staff* Meter reading staff*
Controller
Shops*®

Source: NEEB, EMEB, SEEB, and SWEB. * Denotes staff whose salary is partly allocated to M/B/C.
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. APPENDIX 3.6
(referred to in paragraph 3.14)

NEEB: extracts from the Annual Operatmg Plan 1984—85

Finance Director
3. Income
3.3 Income items within the Computer Plan are as follows:

(i) Cash Processing System. An extensive paper covering many
improvements to the processing of cash is to be discussed with
Computer Services, and a user requirement produced.

(ii) Regular Payments Scheme for Non-Domestic Consumers. The
Scheme will be introduced in February 1984 and consolidated with
the existing Regular Payments Scheme for domestic consumers.
The Scheme will be promoted particularly for new consumers.

_(iii} Payment of Accounts by Direct Debit. The Scheme is.being final-
ised and will be available to all quarterly consumers during 1984.

(iv) Prepayment System. An application description is being prepared
and implementation arrangements should proceed towards the end
of the accounting period.

(v) Monthly Billing System. Discussions will continue between the
Tariffs and Supplies Manager, Income Accountant and the Com-
puter Services Manager, to agree improvements to the existing
system.

(vi) Single Payment Scheme. The exlstmg manual system is to be
computerised. '

(vii} Customer Service (Phase 1). Income Section will continue to par-
ticipate in the implementation of this System throughout the
board.

3.4 Direct debiting will be promoted vigorously throughout the year being
the method most favoured for the settling of electricity accounts.

3.5 Itis intended to purchase a limited number of token operated meters to
gain experience of operating a token system and assist some consumers most in
need to establish a disciplined payment habit with adequate security.

3.6 Following the issue of the Electricity Consumers’ Council’s Discussion
Paper on Security Deposits to review the Board’s procedures for requesting,
reviewing and returning security deposits and the methods used to calculate and
pay interest.

3.7 A redesigned electricity account combining the Bank Giro and National
Girobank payment stubs with provision for a common scan line will be intro-
duced. Optlcal scanning techniques for remittance processing to replace receipt-
ing machines in Cashiers Section will be considered.
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3.8 Targets set and agreed by District Management on Income Performance
will be examined against actual achievement. Difficuities being experienced will
be a matter for discussion between the Income Accountant and District
Management.

3.9 The Income Accountant will review with the Management Services
Officer and district management the productivity of meter readers and coilec-
tors.

3.10 Accounting Instructions will be examined with a view to consolidation
and updating arising from changes in policy.

3.11 Costs of meter-reading, billing and collection will be compared with
those of other area boards and steps taken to identify any aspect where the
board compares unfavourably, having regard to service provided and local
circumstances.

3.12 Code of Practice statistics will be kept under review to monitor that the
provisions of the Code are being correctly implemented. Consideration will be
given to the speeding up of follow-up for consumers with a poor payment
record.
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APPENDIX 3.7
(referred to in paragraph 3.15)

EMERB: extracts from the Operating and Development Plan
1984 to 1989

' Strategy and Specific Actions
2. Relations with ithe public
Strategy

Customer enquiry facilities will continue to be developed using the terminal
network so that the progress of any customer related activity can be readily
1dentlf|ed and new actions initiated.

The Board will continue to maintain and expand the range of payment methods
available to their customers and the revised Code of Practice for Domestic
Customers issued by the Electricity and Gas Industries will continue to be
supported.

Speci ﬁc actions for 1984-85
" 2.5 Further publicity will be glven to the range of payment facilities and
attention will be particularly directed to the budget account scheme. The target
will be to have 160,000 customers on the scheme, of which.at least 70,000 will
be paying by direct debit.

2.6 The board will continue its efforts with manufacturers to develop
acceptable token operated meters in order to provide a further alternative
method by which customers can meet their accounts.

4. Management effectiveness
Specific actions for 198485

4.2 The average cost of routine meter changing will be reduced by 5 per cent
in real’ terms over the next three years. :

4.3 The average cost of the board’s meter-reading, billing and collection
- activities will be reduced by 5 per cent in real terms over the next three years.

9. Computing and other technology
Specific actions for 1984-85

9.3 The customer referencmg project will be completed. This will provide a
- greater degree of flexibility in making use of the computer-held information,
and in particular will enable the sequence in which meter readings are obtained
to be modified more readily.

9.4 Trials will be continued in support of the varicus methods of energy
managernent and metermg systems.
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11. Meter security

The board will continue to seek ways to identify the proportion of customers
who fraudulently use electricity and will take all possible measures to ensure
that they are prosecuted. Efforts will continue to be directed at preventing theft
both by technical measures and by the vigilance of all employees.

Specific actions for 1984-85

11.1 The board instruction on Meter Security will be simplified and
extended to incorporate standard procedures to be followed where theft is
discovered.

11.2 Sample checks will be carried out on selected groups of customers with
a view to identifying areas where higher levels of security are required.

11.3 Technical measures will be developed to improve the security of meters
and reduce the possibility of meters being tampered with.

11.4 Consideration will be given to introducing a reward scheme for the
discovery of cases involving the theft of electricity.
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APPENDIX 3.8
(referred to in paragraph 3. 16)

SEEB: extracts from the Corporate Plan 1984 -85 to 1988-89

Customer relations
Specific actions for 198485

3. A computerised system of direct debiting will enable the board to further
publicise this means of payment in addition to standing order arrangements.

4. The implementation of a computerised system of handling the records and
billing of industrial customers will be completed This will give benefits in terms
of response to customers.

5. New céshiering equipment will be introduced into shops giving an
improved and more reliable service for handling cash receipts and updating
records.

Electricity sales and pricing
Objectives

3. Plans will be prepared for phasing out over the next five years obsolete and
administratively costly tariffs under agreement.

4. Standards of customer service will be maintained and improved by
‘efficient installation of metering equipment. Guidance on interpretation of
regulations for safety in' customers’ premises will be provided.

Specific actions for 198485

3. The use of magnetic cassette recorders will be extended to all load man-
. agement customers to the extent where the data derived can be used for billing
applications.

Appliance marketing
Objectives

1. To maintain Seeboard shops as a vital link with customers on all aspects
of the business of providing a total electricity service, emphasis will continue to
be placed on providing a high level of customer service and advice on all matters
relating to the use of electricity, payment of accounts, customer queries, etc.

Specific actions for 198485

2. The Seeboard videotex/Seetext system will be introduced into all shops.
The system answers the need for both general information and for specific
up-to-the-minute appliance catalogue information at the point of sale in shops.
It will also cover customer service, energy sales, accountancy and administra-
tion matters. Additionally, shops will complete appliance sales transactions,
service and delivery arrangements through the terminals.
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Computing and other technology
Objectives

5. Development of CALMS (Credit and Load Management System) has
proceeded. Despite some delays, Credit 'and Load Management Units
{CALMUSs) are rapidly being installed in the field trial locations in West Surrey
district. The performance of the system and customers’ reaction will be evalu-
‘ated and assessed.

8. New measurements and metering techniques that will be of technical and
financial benefit will be evaluated and implemented.

Specific actions for 1984-85

1. Major applications being developed by the System Planning Section at
CAO include:

Management Information System

Consumer Records — billing of customers on multiple accounts
— extension of VDT facilities

Cashiering and videotex terminals in shops

A system to schedule calls on customers’ premises

Payment of invoices

8. Continued efforts will be made to minimise the purchase of new time-
switches and single phase single rate credit meters by refurbishing old stocks in
our own meter test stations.

9. The board will encourage manufacturers to commence development of a

simplified CALMU. This will be based on a user specification reflecting a wide
view of the industry’s requirements. ‘
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APPENDIX 3.9
(referred to in paragraph 3.17)

SWERB: extracts from the Medium Term Corporate Plan 198485
to 1988-89

Capital expenditure
(b) Meters

A programme of scrapping obsolete meters was commenced in 1983-84.
Expenditure on replacement meters will rise considerably in 1984-85 as
the scrapping of these meters continues. It is expected that a higheér level
of expenditure on meters will be sustained throughout the plan period as
policy decisions are taken to scrap additional meters which are over 40
years old.

Ed

Computer systems developments
Customer billing

26. During 1983-84 a pilot scheme was undertaken in Exeter to determine
the feasibility of ‘doorstep billing’ using portable electronic devices. The pilot
was successful and the full scheme will be implemented throughout the board
during 1984-85 and 1985-86. Concurrently a total review of all billing opera-
tions will be undertaken on a phased basis covering the following areas:

Meter reading and prepayment collection
Debt collection
Bill production
Cash management
* Debtor follow-up
Tariff management

Fixed payment system

30. A system satisfying the requirements for revised procedures relating to
standing orders and other fixed payment procedures will be introduced during
1984-85.

Credit sale agreement

33. A system will be introduced to control credit sale agreements for trading
activities in accordance with the revised requirements of the Consumer Credit
Act.

Terminals in shops

37. An investigation and economic assessment of the role that terminals can -
play in shop activities will take place in the early part of the Plan period. This
investigation will encompass consumer service, cash collection and accounting,
and trading activitiés.
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Closure of meter test station

49. Following the closure of Pool Meter Test Station in 1983 the board’s
requirements for meters and timeswitches are now met from the two remaining
Meter Test Stations at Bristol and Newton Abbot. To improve efficiency a
review is being carried out of current practices and procedures in dealing with
the handling and refurbishment of meters and timeswitches. Consideration will
also be given to the application of the latest technology in meter testing equip-
ment.

Customer accounting
Token meters

107. Appraisal of the technical and consumer reaction to the pilot token
meter system will be undertaken and consnderatlon given to the selective intro-
duction of this facility.

Income collection

108. The major objective will continue to be the collection of all income
within acceptabie credit periods, thereby facilitating the achievement of finan-
cial targets and minimising the burden borne by the general body of customers
in respect of interest charges and bad debts. At the same time, particular
attention will be given to customers’ needs, to ensure that income collection
facilities match their requirements. In this context, proper regard will be given
to the Code of Practice and the joint arrangements with the Department of
Health and Social Security for the direct payment of electricity accounts.

- Collection facilities

109. The board’s budget payment system for the settlement of accounts
monthly by bank standing order will be extended to permit regular monthly
payments in cash and direct debit payments to the board.
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APPEND]X 3.10
(referred to in paragraph 3.18) .

SWEB: extracts from the “‘Computer.- and - Informatlon Systems
Controller’s Departmental Operating Plan 1983-84

Dephrtment objective I9: — meter reading
19.1 To contribute to a review of the Board’s Meter Reading Activity. '

Specific targets for 198384

I19.2 Provide assistance with 1mplementat10n of the recommendations
contained in the previously published Cornwall Area reports.

19.3 Examine the Meter Reading Activity in Bristol Local Office, conse-
quent upon the transfer of monthly meter reads from SMI to the Meter Readmg
Activity, and prepare progress reports monthly. :

19.4 Re-examine the Meter Reading Activity in' the néw' Bodmin and
Liskeard combined Local Office consequent upon the merger of the two local
Units. : : :

Department objective 133: consumer records ‘
133.1 To- investigate workloads and procedures within Consumer Record -
Sections.

Specific targets for 1983-84

To carry out detailed investigations into workloads and currerit procedures, the
use of temporary staff, and to produce a report making recommendations as
appropriate for efficient operation having regard to the staffmg levels previ-.
ously established:

133.2 Taunton, Consumer Records Section.
133.3 Exeter Consumer Records Section.

133.4' To review the basis of salary allocations to account headings.

Department objective 136: customer accounting

136.1 To contribute to a Working Party concerning the future requ1rements
of Customer Accountmg

Specific targets for 1983-84
136.2 To producea “WHAT’ specification covering the following functions:
- Work control
Debt creation and follow-up
Cash management
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Production of bill
Tariff management
Energy marketing

136.2 To provide membership to ‘HOW’ groups as required following
acceptance of the “"WHAT’ specification.

Department objective 139: inter-board comparison

139.1 To compare SWEB procedures and staffing levels for comparable
activities with those of other Boards.

Specific targets for 198384

139.2 To compare procedures between Thameside Area (EEB) and Severn-
side Area (SWEB), to establish the comparative staffing levels on similar
activities, and to report on the differences ascertained:

1. Consumer Records
2. Drawing Offices
3. Engineering Clerical.

Area objective No. 4 — administration revenue expenditure

To obtain income from sales of electricity within acceptable credit periods; to
have regard to the impact of the Code of Practice. -

To provide clerical services in support of the engineering, commercial, stores
and general administrative activities.

To provide, at Area Office, personnel services sufficient to ensure that adequate
standards in relation to training, welfare and working conditions are main-
tained.

To manage non-operational property in such a manner that accepted standards
of appearance and maintenance are adhered to.

Specific targets for 1984-85
Improvement
target

4.1 Control total expenditure in the Administrative Cost —
Centre within the budget allocation and ensure that the total
expressed as £'s per customer do not exceed:

4.2 Control Expenditure in the Administrative Cost Centre
within the budget allocations as follows:

(a) Total meter reading, prepayment collection and billing

costs, £ millions: 1-893.
(b) Total meter reading, prepayment collection and billing

~costs expressed as £'s per customer: 50
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{c) Industrial staff salaries — meter reading and billing ex-
pressed as £'s per credit customer:

(d) Industrial staff salaries ~ prepayment collectlon expressed
as £’s per prepayment customer:

(e) Non industrial staff salaries - billing and collec-
tion - expressed as £’s per customer:

4.3 Limit debts outstanding over three months such that the
debt expressed as a percentage of the workload for the quarter
before last does not exceed:

(a) Energy
(i) controlled at Local Office %
(ii). not controlled at Local Office %
(b) Recharge total | %

4.4 Monitor the progress of the Meter Reading programme so
as to ensure that the total percentages do not exceed these stated:

(a) Meter Readings not attempted
* (b) Meters not read

4.5 Maintain adequate welfare facilities within the following

unit cost (excluding costs of staff discounts, canteens and redun-.

dancy payments) £'s per employee

4.6 Momtor postal and telephone charges to no more than:
{a) Postal Charges expressed as £'s per customer
(b) Telephone charges expressed as £'s per customer

4.7 Limit customer complaints to those stated for:
(2) Total customer complaints

(b) Total customer complaints—~expressed per 10,000
customers
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APPENDIX 4.1
{referred to in paragraph 4.10)

NEEB: meter-reading, billing, collection and the follow-up of overdue customer accounts

{WORKING DAYS) I MONTHLY BILLING ‘ {WORKING DAYS) I OUARTERLY BILLING J
Meter reading pragramme I
for 6 months following
prepared at HQ and 1ssued DAY 1{-6) Meter read programme
ta Districts. As a general generated by mainframe
principle monthly billed at Headquarners
meters are read on one of
the last three days I
in each month.
{DAY 1-3 (-5) Meter packs returned to District DAY 1 5] Distnel receves:
fram HQ after previcus month's meler read programme
billing exercrse Irom Headquarters

I |

Distnict “Freld Activty” Section
identifies rounds 5 days ahead
and provides information to
local supervisgrs

| I

DAY 1-3[ 410 -1) Meter packs prepared at District
fof read {insertion of new
record changes of meters, etc.)

DAY 1-3( 1) Meter packs issued to lacal DAY 1 [ 1y Local office supervisors determine
supervisars who schedule work labour resource and transport
arrange transport, etc requirements for meter reader
DAY 1-3 Meters read and packs returned to DAY 1 Meter read sheels issued
District office far scanming angd by local supervisor to
onward transmissian 1o Meter Readers {ane day’s
HQ for billing. work each day)

Meter Reader's travel
out to read meters

Unsucgessful read

Successful read

District make further attermpls Successiul Read Unsuccessful Read I

to obtain reading l

Meter reader leaves card
Sheets completed and with estimate — customer
returned to base and can phone in
despatched that day
ta Headgquarters ]
l Customer has
until 11 0dam
HQ mainframe receives of follovang
meter read information day to phone
from local office - inwith own
09 15am fatest reading

I
[ I

I Customer phones in J r No phone call received |
District ubilises on-line Estimated reading automatically
facity to update HQ used by ma:nframe to generate
mainframe bl for despatch

I |
I

DAY 24 HO mainframe receives meter DAY 7 HQ manframe processes
read information from quarterly read information
local office and generates bills for despatch
DAY 2-5 HO mainframe processes meter read I Bill despatched
informanon and generates bill
for despatch |

I Follow-up
DAY 36 I Bills despatched J

Follow up ] Bills not pad
I by due date
I Biils not paid by due date |

l Slow Payer I Good Payer

! I

Bills despatchad enclosing
letter stating due date for Bilis despatched endorsed

payment 10 days hence and “This account 1s now dug”
advising thay disconnection
will take place on Frniday
following if payment not made

I

L Payment not made by DAY 10 ] [ Payment not made by DAY 10 |

| |

DAY 11-15 Prior to disconnection date Recorded delivery letter or DAY 11 DAY 15 Production of final Notice and
customer advised by phone telex advrsing disconnection offer to cusiomer to enter into
that supply will be disconnected on Friday of following week payment arrangemant and despatched
l Payment not made [ Payment not made |
Y 15-2
DAY 11 18 Supply disconnected and action If payment not received DAY 15-20 No response from customar

customer acdwvised by phong
of tme of disconnection

Payment not mace |

I

Supply disconnected and DAY 15-20
action to recover gebl
cammenced

to recover debt commenced to Final Notice

DAY 25 Production and despatch of Copy of Fughts of
“Rights of Entry” letter to customer Entry lenter held

stating intended date of disconnection by Debt Control

{10 days hencei if payment not made at Headquarters

No response fram customer
1o Rights ef Entry letter

I |

Customer in when Customer noln
Collector calls to when Collector calls
disconnect supply 1o disconnect supply

I I

If access s not gainad
a card 15 left asking the
customer 1o contact
the Board wath a view 10
an arrangement and stating

A negobation normatly
takes place in an effort
Lo secure a paymeant
and commitment fo
further payments in order

If COP considerations
prevail eg children
under i1 yearsn

Collector returns report
section of Righis of

that if no contact is
the hm:lss trlwe;‘\ supply Lo obwiate the need to made & warrant will be Entry Iem:r o Debt
will be left on disconnect An alternative obtaned. If the card 15 Control at HQ who

nending enguines being
rmade with DHSS, Soaial
Services, etc

prepare appheation
ignored a warrant 15 for warrant

obtained from the local
magistrate and entry Is
gained to the premises in
queston by “force”.

I |
[

DAY 35~ | Discannection account prepared J

15 @ prepayment meler
Failing any agreement and
unless COP considerations

preval. supply s
disconnecled

DAY 55 Further visit 1o ascertain whether I customer can
settle arrears or
crcumstances have changed DHSS Social Services
provide assistance supply
] will be reconnected,

Na change in circumslances

I

DAY 55+ Action to recover debt commenced

Source;: MMC study of data provided by NEEB
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APPENDTX 4.2
(referred to in paragraph 4.10)

SEEB: meter-reading, billing, collection and the follow-up of overdue customer accounts

WORKING DAYS [ MONTHLY READS ANDBILLS 1 WORKING DAYS [ QUARTERLY READS AND BILLS l
Towards the end of each month, in accordance Districts requisition frorm CAQ pne months
with an agreed imetable, CAQ {Woarthing} quartetly meter read sheets up to one
produce the meter read sheets and route manth n advance and at least two weeks
information sheets for that month in advance
DAY 1(- 5} DAY 11-10}
CAQ generates monthly meter read and route CAQ mamnframe prints meter read and route
information sheets and despaiches to mformation sheels daily, together with
Digtructs. Advance Notice of Reading lerners for

Must Reads {10 days in advancel

[

Advanced provision of meter read and route
intormation sheets to accommodate possible
down time on computer

| |

DAY 14 dto 11 DAY 11-9to 1}

Dustricts receive monthly
read information {AM)

Dhstrices recelwve sach days wark 10 days
in advance. Pre-payment sheets batched
separately

Districts finalise owr resource pregramme
{includes transpor requirements)

DAY 1 (~Bto 1) Districts idenufy urgert ‘must be reacs’
District local supervisor distributes early and despatch advanced natice of read date to
read sheets, leg. schools in summer customer Distnets also identify early reads.
holidays, and factories and schools at Xmas| Local supervision matches workload to
resources and makes transporiation
arrangements
DAY 114 1} X DAY 14- 1) ]
Distnict local supervisoer distaibutes read Local supervision distributes ‘early reads’
and route information sheets 1o 1o meter readers, {these are very smalln
meter eaders nuenbesd
Lacal supervision disihibutes remaiming
meter read sheets and route information
sheets to Meter readers [each book of
read sheets 1s said 10 be equivalent
to one days work
DAY
tand DAY 2 for Meter readers travel out from base to read Meter readers travel out to read meters
the balance) meters and record readings on sheets
DAY 1
Money callected from
pre-payment meters (s
paid into safe
locations an route as
collection dictates
Meter reader returns 10 base (approx. 16.00) Meater reader returns to base lapprox 16.00)
with read sheets Whether the read is Some Depot sheets Sheets sorted {16.00-17 00) -
achieved or not (generally it1s) the sheets despatched to CAQD - Non-access.
are despatched by Secunty Express (17 DO} sorted by OCR - Successiul reads,
1o CAO. (Note alt Monthly Reads are raturhed to Distnict Must be read situation
considered ‘Must Aeads”i. Status checks and reports.
All meter read sheets are transported by
CAQO utihses Optical Character Reading Secunty Express to CAQ (Warthingl
equipment to feed read information into late afternoon evening.
mainframe, Non-reads ars estimated and
the whole input of information takes I
place between 20.00 and 23.00, 81lls
arg phinted and enveloped overnight
B P g CAQ - OCRs meter read sheets and
generates bills avernight
DAY 2 DAY 2 I
Post Office coliects bills ffirst
cotlection} and distributes to customers Bulls are burst and enveloped for
(Bulk postal rate first class) despatch imignight to 11 45amj),
Fost Office collects bills {first callection)
and distriputes (Second class bulk posting)

|

DAY 3to 4 DAY 3104
Customer receives bill Customer recelves bull (non-reads estirated). J

l

Customer 15 given 7 days i which to contest
estimated bill and respond with own read
and 10 days to raise any general
question of accuracy

|

Follow-up

[

No response from custoemer, No response of any sort from customer
Compute:
lest
DAY 15 X
CAD —identities bills not paid by dué date e "
and generates discohnaction notices., ’i:\OLllS goo‘id’
These are despatched 1o Districts. payment rec
] YES | NO
DAY 16
Dnstricts receive disconnection notices and
prepare a disconnection programme by 17 Final notice incarporating the
Reminder notice printed by mainframe at instaliment offer, where appropriate.
[ CAD and despatched to customer. printed a1 CAQ and despatched to
: having scanned the
1 —— {having scanned the computer file custamaer, { d
DAY 16+ Disconnection workload distributed to meter for receipt of full payment) computer file tor receipt of
operatives and action commenced to disconnect. full paymenth.
Warranis are less necessary where business
prermises are to be ‘cut off’, (access is
normally available],
No response
from customer
DAY 2 Final hotice incorporating the
The Code of Practice does not generally installment offer, where appropnate,
apply to business premises, but disconnection printed at CAQ and despatched to
1$ subject 1o approval by the custemer, (having scanned the
District Manager camputer file for receipt of
bull payement)
Still ng response from customer
DAY 33 CAO - maimntrame ident fies unpaid bills,
Disncts are novhed thiough
Visual Display System as part of
‘online’ Debt Collection Systam
District officers prepare own disconnectian
Debt Control supervisor Issues programme allocating resources as required,
notices of discennecuon {natices for call are printed at
District &s required),
Code of Practice applies - In some cases
disconngction may be withheld, eg -
ai where an arrangement s agreed;
b) where a slot meter can be installed.
ch 0ld ag® PENSIONETS N the winter,
DAY 3310 35
No access on first visif to disconnact
wail result In a "Right of entry notice’
beiny left at the prem ses stating the
date and time of next visit

DAY 231040 [
[ Secand tall made to disconnect

Application for use of warrant to gain
legal entry to disconnect The customer s
nobified that 8 warrant has been obtained

and a call wili be made shortly, where If
access 1s not given, the warrant wall be
Source: MMUC study of data provided by SLLB. used for fegal forcible entry,

DAY 43 «




LL]

APPENDIX 4.3
(referred to in paragraph 4.10)

EMEB: meter-reading, billing, collection and the follow-up of overdue customer accounts

MONTHLY READ CUSTOMER QUARTERLY CREDIT CUSTOMERS

1

Meter Reading Sheets
DAY 1{-5) produced by computer
atBoard HO

Districts receive sheets

DAY 1 {-4) in approx. watk order
. District Staff finalise
Meter reading sheets covering DAY 1 (-4} wa'lk order and routes
12 months held at Districts TO .
DAY 1(-1} prepare reading packs
DAY 1 District s1aff issue mater DAY 1 District Staff issue
reading books meter reading packs

l l

Meter readers travel
oui to read meters

Meter Readers ravel
out 1o read meters

I 1

Unsuccessiul visit Unsuccessful
Sheets completed and Sucge;sful no second call visit
returned to base vigit second call
T {Trial in 6 Districts)
Sheets Card left advising Sell read
Sheets forwarded to completed estimated account to card left
HQ computer centre & returned be issued but giving stating day
10 base option of customer of coltection
telephoning own or reading o
] reading by 4 prm be abtained —
on Day 2 normalty Day 2
Sheets
forwarded
toHQ
I Custorner No
Cornputer telephones reading Successful Abartive
Computer processes reading reading received
DAY 2 : . y DAY 2 processes
information & produces bills readings &
produces
bills
" Sheets
| Reading completed
. entered by
Bitls District
despatched on meter _l
o i
customers ri:t‘:tg Sheets returned to base
Sheets forwatded to HQ
Bills despatched Board or cusiomers No reading
10 customers reading obtained I
l Computer estimates
Computer processes cansumplion T"d
reading information produces bill
and praduces bill
Bills despatched to customers
Reminder notices prepared
DAY 10 B: forwarded to Districts
DAY 12 Reminder notices
sent 10 customers Follow-up
District staff igentify | |
DAY 13+ unpaid accounts and take -
foltow-up action Domestic customer Non domestic customer
Computer produces & Computer produces and
DAY 14 despatches Reminder despatches Reminder
Notice Notice including warning
of disconnection

1

Mo response

r

Computer generates
. ‘Offer Letter” for
DAY 23:27 balances in excess Computer produces Overdue
of £10 and despatches Account Natification for DAY 27
to customer balances in excess of £20
and forwards to Districis
No Response J
Local office advises
customer that uniess DAY 27+
payment is made supply
Computer genetates will be disconnected
follow-up document
DAY 33:37% for balances in
axcess of £20/25*

& sends 1o Districts

-

Balances less than £20:25¢
included in next qer, bill

[

Local office advises customer
DAY 34:38* that unless payment is made
supply will be disconnected

* Variable by Districts

All days quoted are working days No Response

|

Local office constructs
disconnection programme
and actions

Failure to obtain entry by invitation
will lead to the Board obtaining a
warrant forcing an entry to disconnect

Source: MMC study of data provided by EMEB.
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DAY 1
{-10TO-5)

DAY 1
(-3T0-1}

DAY 1 (-2}
TO DAY

OVERNIGHT
DAY % (-2 1)
TO DAY 112

DAY 1 (-1}
TO DAY 2

OVERMIGHT
DAY 1{- 1}
TODAY 213

DAY 1 TODAY 3.

DAY 11

DAY 16

DAY 17+

APPENDIX 4.4

(referred to in paragraphs 4.10 and 4.11)

MONTHLY BILLING

Annual programme determined by
Head Office in conjunction with
Areas. Detailed schedule
clerically prepared and issued
to Area’Local Offices

All monthly readings are normally
concentrated into the (ast
Tuesday, Wednesday and Thursday
of each month,

1

Area/Local Office supervisor
commenges work programme and
allocates meter Hooks to
meter readers.

:

Supervisor issues appropriate
meter books 10 meter raaders
tar each of the three reading
days iday 11-2}, day 1 (- 1),
day 1).

|

Meter readers report to Area
OfficeiLocel Officeiremote
site, and travel out to read
mieters, or travel out direct

from home.

DAY 11-10)

DAY 1{-3}

DAY 1i-2)

DAY 1(-1]

SWEB: meter-reading, billing, collection and the follow-up of overdue customer accounts

QUARTERLY BILLING

[ LB S ] I PREVIOUS SYSTEM (quarterly bills only) ]

| 1

Annual programme determined by Head Annual programme determined by Haad
Office in conjunction with Areas Office in conjunction with Aress.
Destaifs quanerly schedules showing Schedule clerically preparad and
each wave and targed reading dates 1ssued quarterly (o Area
are available from Head Office Offices/Local Qffices,
mainframe via VDU terminals in
Area OfficesiLocal Offices.

I

Local Office supervisor using VDU
terminal undertakes detailed weekly
work programme aliocating walks to

individual meter readers, The
finglised work programme is held
an the mainframe.

1

Head Office mainframe transmits
matar reading data for work on
day 1 (in accordance with supervisor's
waekly work programme] ta FS2000
lArea Office/Local Office compuer!
via teleprocessing link

1

Mainframe progressively transmits
any updated day 1 meter reading
data 1o F$2000.

[

Local Office supervisor undenakes
detailed work pragramme, allocating
mater books ro teams/meter readers

Local Office superwisor finalises

Meter books issued 10 meler readers

r Access —l l No access _]

I |

Enters meter Notates
teadings in ‘o access
meter book in book

Meter books returned 10 Area
ALocal Office, wha gnter
manual estimates where

‘NG Becess

Mater books transported fo
Head Office via internal
transport system.

DAY 1

work programme for day 1, and
allocates, ot FS2000, the informa-
tion to be loaded into gach PEM.

1

Mainframe progressively transmits
any updated day 1 meter reading
datato FS2000

|

Qn completion of day 11— 11 work
the meter reader reporis back 1o
Area DHice/Lacat Officeiremote

site and, via PBM loader/unloader

{which is linked ta FS2000)

automatically unloads day 111}

data and loads up day 1 data.

|

Atthe beginning of the day.
meter readers erther repon to
Area OfficerLocal Dfficerremote
site and travel out to read
meters and deliver bills, or
travel direct from hame.

1

—

Meter reading data
entered into mainframe.

T

Mainframe produces bills

| Bills despatched

Follow-up.

8ilileh a1
premises —
aciual reading
ar estimate,

1

Exception, ie
whera P8M
programmed not
10 produce bifl.

INB. some outp
with books on

osted siaff issued
aweekly basis),

meter rgaders

Ad the beginning of the day,

either report to

Area OfficeiLocal Otliceiremote
site and travel out to read meters
and record readings, or travel
diragt from home.

Access

No access

For estimates, customer
response pertion
aveilable for consumer's
use,

NE. if custamer returns
reading, it is entered
into mainframe via Arga
Office/Local Office VDU
and an amended account
produced by mainfrarge.

Registerad () COTs {*)

customer lives meter
at different queries
address etc. ete

Readings entered
on meter reading
sheet

L

Seilf reading
card lsft and
meter reading
sheat nolated.

—

Note: fallow up is under-
taken on the basis of
calender days. Days

specified are the calendar

days after bifling is
completed, which is
freated as day 1,

|

Praduction of final
notice and despatch

Disconnection list produced
ay mainframe and sent 10
Area‘Local Offices.

Areallocal Offices take action to
effect disconnection, having
checked via VDU that the debt is
still outstanding. Failure to
effect eniry by invitation will
Igad to \he Board obtainng a
warrent. and if necessary forcing
eniry to disconnect ihe
eleciricity supply.

l

Takulation produced by mainframe
on penultimate Monday of each
month fand sent to Areailocal
Oftices) listing debis over
3 months oid:

Source: MMC study of data provided by SWEB.

QVERNIGHT
DAY 12

DAY 2

OVERNIGHT
DAY 213

DAY 3

DAY 4

DAY S

OVERNIGHT
DAY 5/6

DAY 6

DAY 16

DAY 28

DAY 26+

Day

DAY 32+

DAY 1

Atend of day 1 meter readers return Atthe end of day 1, meter readers
Lo Area OfficesiLocal Otficesiremote return books 10 Aren Offices/Lacal
sites and PBM loadecunloader Offices/remote sites.
avtomatically unloads day 1 data and
loads up the faliowing days work.

=

Day 1 reading dara ransmitied via
teleprocessing link, from FS2000 to
mainframe, late p.m. of day 1.

{ ]

Mainframe Mainframe Query bills for (%) Books sent from Area Offices/Local
records records abave produced for Otfices to Head Office via internal
vpdated updated and Area Office transport system,
bill produced. Local Office
action
Bills 3t (B) Bills sent lo Meter reading Self reading cards
despatched To Area Office’ < eriterag inlo roceived enered
customer fram Local Offices the :gad into the Head
Head Office for Office mairdrame. Office mainframe.

and su b:cquenl
billing.

‘Y5t bite’ billing
programme run and
bills produced for
actual read records.

|

IBtllsdespalnhsd,l I As sbove. I

“Znd bite’ Billing
programme run and
bills produced from

saif read cards

raceived, The
remainder
and bills produced.

5

‘2nd bite’ bills
despaiched

]

Nota: follow up ks underiaken on the basis of calendar

days. Davs specitiad are calendar days after billing i

campleted, irrespaclive of whether at "1st bi
“Ind bate’, or subsaquently.

Bills not pardl.

Quarterly
{1.B 5. and mainframe}.

1

Final notice tar
debis exceeding £5.

T

Head Office mainframe generated letters
to cansumers for debts exceading £50.
with copy of lener 1o Area Office:
Local Office. Latter also specifies
{D} date when disconnection call will be
made if bill remains unpaid and that if
access is not gained an i will
be made for a warrant

Non-domestic

Head Office mainframe generates non-
domestic disconnection lists, which
are sent to Area Offices/Local Qffices.

Area Oflices Local UMfices 1ake action
v ettect disconnection, having
checkad. via VOU. that the debt is
still outstanding. Failure to affect
entry by invitation will lead o the
Board oblaining a warrant and, if
necessary, forcing entry to disconnect
the efectricity supply.

Head Office mainframe generaies
disconnection lists, which are
forwarded 10 Area OHice:
Local Offices

‘Area OMices/Local UThoes (ake achon 10
effect disconnection, having checked via
VDU 1hat the debt is still outsianding.
Discannection call programme n atcordance
with () above. Failure to efect entry
By invitation will lead 1o the Board
obtaining a warrant and, if necessary,
forcing entry 10 disconnect the
electricity supply

i

Arrears prios to billing listing produced by
Head Office mainframe and sent to Area
Offices/Local Offices.




‘APPENDIX 5.1
(referred to in paragraph 5.2}

Extracts from Area Boards (Accounts) Direction 1984 relevant to
reference activities of the four boards

III. In preparing the profit and loss account of the Board or the profit and
loss account of the Board and its subsidiaries, the Board shall adopt format 1
prescribed in Schedule 1 to the Companies Act 1981, subject to the following
exceptions:

1. Turnover, operating costs, and operating profit shall be stated separately
for each of electricity supply, electrical contracting, and sales of
appliances.

2. Profit or loss on ordinary activities before taxation and interest shall be
stated.

3. Headings 2 to 5 of format 1 need not be disclosed.

4. Interest receiveable and interest payable may be stated after taxation and
extraordinary items.

Schedule 2

II. The following information shall be shown supplementary to that in the
profit and loss account:

(a) an analysis of income and expenditure for electricity supply, which shall
show, inter alia

—electricity unit sales, revenue, and revenue per unit sold, between differ-
ent class of consumer;

—total costs and costs per unit sold for each of the following:
—electricity purchases
—generation
—distribution
—CONSUmer $ervice
—meter reading, billing and collection
—training, safety and welfare
—administration and general expenses;
—the quantities of electricity purchased, by different sources.
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APPENDIX 5.2
(referred to in paragraph 5.3)

North Eastern Electricity Board: Electricity Supply Account for
the year ended 31 March 1984

1983-84 1982-83 1983-84 1982-83 1983-84 1982-83

£000 pence per ‘units sold
‘unit sold m

Turnover p

Sales of electricity: .
Domestic 219,768 213,067 5-584 5-587 3,036 3,814
Farms . 9,650 9,797 5-393 5-345 179 183
Commercial 111,197 195,911 4-755 4-741 2,338 2,234
Industrial 208,850 207,161 3308  3-349 6,314 6,185
Public lighting 6,388 6,440  3-845 3-770 166 171
Traction ) 2,451 . 1,968 3516  3-559 70 - 55

Total sales of electricity 558,304 544,344 4294  4-306 13,003 12,642

Other income T 4412 4,181 '

Total turnover 562,716 548,525

Operating costs

Purchase of clectricity 443423 437,719 3410 3-462

Distribution 63,909 60,181 0-492 0-476

Consumer service 11,357 10,896 = 0-087 0-086

Meter reading, billing and collec-
tion 10,239 10,009 0-079 0-079

Administration and general
expenses 13,187 12,542 (0-102 0-100

Training and welfare 5,648 4,827 0-043 0-038

Total operating costs 547,763 * 536,174  4-213  4-241

Operating profit 14,953 12,351

Source: NEEB's published accounts for 1983-84.
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APPENDIX 5.3
(referred to in paragraph 5.3)

South Eastern Electricity Board: Electricity Supply Account for
the year ended 31 March 1984

1982-83 1983-84
Units Pence Uniis Pence
sold  per unit sold  per unit
m r £,000 m ) £000
Turnover
Sales of electricity
6,576 5250 345,245 Domestic premises 6,676 5-341 356,613
174 4-517 7,846 Farms 169 4.534 7,665
3,169 4-420 140,064 Commercial premises 3,375 4:402 148,577
Combined domestic and
220 4905 10,801 - comrnercial premises 225 4964 11,142
3,265 3-570 116,574 Industrial 3,366 3-541 119,118
142 3.928 5,562  Public lighting 141 4-037 5,679
13,546 4-622 626,092 13,952 4-650 648,794
— 4-600 23 Sales to other boards — 4-600 16
Total income from sale of
13,546 4622 626,115 electricity 13,952 4-65¢ 648,810
0-057 7,673 . Other income 0-073 10,189
4.679 633,788 4-723 658,999
Operating costs
3:743 507,051 Purchase of electricity 3-680 513,517
0-499 67,639 Distribution 0:521 72,683

0-103 13,918 Consumer service 0-102 14,188
Meter reading, billing and .
collection of electricity

0-079 10,682 acecounts 0-083 11,594
Administration and general

0-128 17,364 expenses 0-123 17,161

0-041 5,490 Training, safety and welfare 0-058 8,043

4-593 622,144 4-567 637,186

0-086 11,644 Operating profit 0-156 21,813

Source: SEEB's published accounts for 1983-84.
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APPENDIX 5.4 (a)
(referred to in paragraph 5.3)

East Midlands Electricity Board: Electricity Supply Account for

the year ended 31 March 1984

‘ £000
1983-84 1982-83
Turnover
Sales of electricity
Domestic 328,685 313,548
Farms 015,213 16,760
Commercial o 142,705 133,929
Combined domestic and commercial premises 8448 8,351
Industrial - 294,633 282,868
Public lighting 8,193 8,195
Total distribution sales : 797,877 763,651
Sales to other area boards : 205 190
Total sales of electricity . 798,082 763,841
Other income © 10,693 9,521
808,775 773,362
Operating costs
Purchase of electricity . 653,272 646,517
Distribution 87,033 82,932
Consumer service ’ 16,120 15,830
Meter-reading, billing and collection of accounts 13,917 12,529
Administration and general expenses ] 17,908 16,957
Training and welfare 3,664 4,064
. 791,914 778,829
(5,467)

Operating profit/(loss) 16,861

Source: EMEB's published accounts for 1983-84.
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APPENDIX 5.4(b)
(referred to in paragraph 5.3)

East Midlands Electricity Board: Electricity supply, sales and
purchase of electricity for the year ending 31 March 1984

Sales of electricity

Domestic premises

Farms

Commercial premises

Combined domestic and
commercial premises

Industrial
Public lighting

Total distribution sales
Sales to other area boards

Total sales of glectricity

Purchase of electricity
From Central Electricity
Generating Board
From other area boards
From other sources

Total purchase of electricity

Income Units Per unit

1983-84 1982-83 1983-84 1982-83 1983-84 1982-83
£000  £000 million million penice  pence
328,685 313,548 6,260 6,039  5-251 5-192
15,213 16,760 308 3N 4-939 4-917
142,705 133,929 3,185 2,995 4-480 4,472
8,448 8,351 160 160 5-293 5-234
495051 472,588 9,913 9,535 4-994 4-957
294,633 282 868 8,038 7,842 3-665 3-607
8,193 8,195 191 186 4295 4416
797,877 763,651 18,142 17,563 4-398 4-348
205 190 5 4 4301 4:393
798,082 763,841 18,147 17,567  4-398 4348

Cost Units Per unit
1983-84 1982-83 1983-84 1982-83 1983-84 1982-83
£000  £000 million million pence pence
651,000 644,053 19,186 18,501 3393 3-481
2,060 2,255 65 65 3182 3-477
212 209 8 7 2738 2-829
653,272 646,517 19,259 18,573 3-392 3-481

Source: EMEB's published accounts for 1983-84.
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APPENDIX 5.5
(referred to in paragraph 5.3)

South Western Electricity Board: Electricity Supply Account for
the year ended 31 March 1984

1983-84 1982-83
Pence Pence
Units sold  per unit Units sold  per unit
million sold £000  million sold £000
Turnover ’ -
Sales of electricity . : ‘ :
Domestic 4,646 5-138 238,659 4,544 5204 236,493
Farms 406 5-056 20,495 406 5163 20,929
Commercial _ 2,197 4-735 104,029 2,087 4787 99,877
Combined domestic/commercial 147 5-408 7,971 145 5-514 ° 7,997
Industrial ) 2,860 3-582 '102,468 2,740 3602 98,712
Public lighting 84 4-812 4,059 83 - 4.800 3,990
Total distribution sales 10,340 4-620 477,681 10,005 4678 467,998
Sales to other area boards 4-730 3 4-730 3
10,340 4-620 477,684 10,005 - 4-678 468,001
Other income 7,601 6,853
485,285 474,854
Operating costs : .
Purchase of electricity 3556 367,695 3-618 361,983
Generation ) 0-007 687 0-006 627
Distribution o 0-552 57,129 0-543 54,348
Consumer service 0119 12,334 0-117 11,667
Meter-reading, billing and collec-
tion 0-098 10,102 . 0-090 9,009
Administration and general
expenses i . 0-134 13,894 0135 13,464
Training and welfare 0-047 4,821 0-069 6,874
4:513 466,662 4.578 457,972
Operating profit 18,623 16,882

Source: SWEB’s published accounts for 1983-84.
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~ APPENDIX 5.6
“(referred to in paragraphs 5.8 and 5.9)

Cost breakdown for meter-readiné, billing and collection as in the published accounts

NEEB SEEB EMEB SWEB Total .
1979-80 1983-84 1979-80 1983-84 1979-80 1983-84 1979-80 1983-84 1979-80 1983-84
Salaries and related costs:

Meter-readers and pre-payment collectors 1,421 2,380 2,026 3,189 2,365 3,908 1,990 3,237 7,802 12,714
Billing and collection staff 3,230 3,936 2933 4,895 3584 6,157 2,786 4,047 12,533 19,035
Transport and travelling 364 481 413 643 529 661 512 653 1,818 2,438
Bad and doubtful debts 344 703 479 1,324 388 1,174 261 830 1,472 4,031
Other costs 1,546 2,739 1,102 1,543 1,308 2,017 534 1,335 4,490 7,634

Total 6,905 10,239 6,953 11,594 8174 13,917 6,083 10,102 28,115 45852

Percentage of total costs of each of the items in the above table

Salaries and related costs:

Meter-readers and pre-payment collectors 20-5 232 29-1 275 289 28-1 327 32:0 27-8 277
Billing and collection staff 46-8 384 42:2 42-2 43-8 44-2 45-8 4001 44-6 41-5
Transport and travelling 53 4-7 59 56 65 4-8 84 6-5 64 5-3
Bad and doubtful debts 50 6-9 69 11-4 4.8 84 4-3 82 52 8-8
Other costs 22-4 26-8 15-9 13-3 16-0 14-5 88 13:2 16-0 167
Total 100 100 100 100 100 100 100 100 100 100

Source: Published accounts of the four boards adjusted to comply with the Current Account Direction, EMEB also adjusted shop staff related costs referred (o in 5.11b(i).




. APPENDIX 5.7 -
(referred to in paragraph 5.34)

Cost containment and reduction programmes -

1. North Eastern Electricity Board

{a) Within the five years to March 1984 NEEB told us there were two major
changes affecting the reference activities: the introduction of a new
Consumer Accounting System and the reduction from seven to five
districts as part of streamlining the board’s organisation.

Consumer Accounting System (CAS)

(b) At the beginning of the period NEEB told us that it had outdated
consumer accounting systems. Plans were well advanced for the intro-
duction of a comprehensive system designed to provide a fast, accurate
and economical service to.consumers. Objectives included minimising
reading to billing time; elimination of paper records; having consumer
information available to staff via video terminals enabling enquiries and
requests to be dealt with immediately. -

(c) NEEB has told us that Phase I of CAS was introduced in September
1981 and the continuing enhancement of the system has enabled NEEB
to reduce clerical staff engaged on' the activity. From 1979-80 to
1983-84 CAS has enabled savings of over £1 million a year in salaries
and associated costs to be made. There has been a markéd improvement
in outstanding debt. Applying the improved ratio in April 1984 com-
pared with the pre-CAS flgure in March 1981 gives a reductlon of £10
million in debtors.

(d) NEEB. has also told us that with mformatlon téchhoiogy and fewer
clerical staff it has been-possible to increase the number of consumers
dealt with by one dlstrlct office.

2. South Eastern Electricity Board

(a) SEEB told us that in 1981 the reorganisation of the Central Accounting
_Offiice produced estimated savings of £100,000 per annum.

(b) Changes at district offices for customers’ queries and following up of
debts since 197879 from microfiche to visual display terminals resulted
in estimated salary savings of £800 000 per-annum in 1984, "

(c) Over the last five years steps have been taken to counter the growing
amount of meter fraud. In 1983-84 the amount of restitution billed as a
result of detecting meter tampering was £250k.

(d) 'SEEB in 1984 introduced a new bank giro account voucher and joint 7
processing and coding line, together with remittance processing equip-
ment which will save £114k per annum.
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3. East Midlands Electricity Board

EMEB told us that the main cost reduction programmes related to all activities
within the board’s organisation and not exclusively to the reference activities.
Examples were given as follows: '

{a) Restructuring of District Organisation (referred to as “The Organisa-

(b)

()

(d)
(e)

tional Blueprint for the early 1980s’). An agreement was reached bet-
ween the Board and staff representatives for a reduction in the estab-
lishment of 89 senior administrative and clerical posts effective from 1
November 1983. By 31 March 1984 employment had ceased for 39 of
the staff involved.

Merger of six districts into three new larger districts with effect from 1

April 1984. The Board estimated savings of approximately £4 million
for the five years to 1988-89.

Revenue Expenditure Cost Reduction Programme:
£ million
Target for 1983-84 1-1
Achievement 1-5
Target for 1984-85 - 1-2

The degree of analysis necessary to identify all expenditure savings
appropriate to the reference activities is not available but the following
examples of savings specifically associated with the reference activities
were provided.

Computerisation of Prepayment Accounting.

Estimated savings at 1983-84 prices £0-3 million
Introduction of Interim Monthly Billing System.

Estimated savings at 1983-84 prices £0-4 million

4, South Western Electricity Board

SWEB told us that its cost containment and reduction measures over the past
five years had resulted in significant savings, including approximately £1
million per annum in salaries (134 equivalent staff) on the meter-reading,
billing and collection activity. These reductions had occurred as a result of a
number of major initiatives:

(a)

(b)

Organisational changes—major reorganisations took place in 1980-81
(when 13 districts and 4 groups were replaced by 4 areas) and 1982-83
(when all Headquarters structures were reviewed). Staff numbers were
reduced across all activities, an example in relation to meter-reading,
billing and collection being a reduction in costs of £55,000 (equivalent of
eight staff) at the Central Accounting Office.

Closure of offices, shops and depots—throughout the period the board
has kept under review the number of offices, shops and depots in the
board. As a result of the reviews 4 local offices and 23 shops have been
closed as well as some commercial, engineering and other depots. The
local office and shop closures reduced salary costs on meter-reading,
billing and collection by over £140,000 per annum (equivalent of 18-6
staff) as well as leading to one-off benefts through the sale of the
properties concerned.
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(c)

(d)

Systems and procedural changes—one of the major system changes
affecting the reference activities was the introduction of an ‘on-line’
interactive VDU-based ‘Customer Service System’ between 1980 and
1984, which (in relation to the reference activities) is used by Consumer
Records Sections in areas and-local offices. The reduction of staff em-

"ployed on Consumer Records work was 49 up to March 1984 of which

27 (£200,000 per annum) related to meter-reading, billing and collection
of accounts. Another example was procedural changes made following a
comparison of Severnside Area and EEB’s Thameside Area which
resulted in a reduction of 8-3 equivalent staff (£60,000 per annum) on
the reference activities. .
Improvements in manpower productivity—initiatives and changes
introduced at local level have been instrumental in reducing costs includ-
ing savings of £180,000 per annum (23 equivalent staff) in industrial
staff costs in the meter-reading activity. :
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APPENDIX 7.1
(referred to in paragraph 7.3)

Details of NEEB’s performance information systems

1. The 15 monthly reports on which actual results are set alongside AQP
targets are as follows:

(a)

(b)

(c)

(d)

(e)

0

Variation in the date of obtaining actual quarterly meter-readings from
nominal reading date. The report covers one month. It shows for each of
the five districts, and for the board as a whole, the number of meter-
readings, and their timing from six plus working days early to six plus
working days late, in nine time periods. For 1984-85 the AQP target is
80 per cent readings taken on time or early and 95 per cent early, on time
or no more than one day late. The report shows the proportion of
readings on time and in each of four time periods early and late. It does
not show directly the proportion of readings on time or early, though this
is shown on the following report.

Twelve-month summary of variations between actual and nominal
meter-reading dates. The report covers each of the last 12 months, the
five districts, and the board as a whole. AQP targets are given for the
proportion of readings early or on time, and the proportion early, on
time, or up to one day late. For all districts in 198485 the first target was
80 per cent and the second target 95 per cent.

Number of days between meter-reading and the input of readings for
computer processing. Data shown for one month, all districts and the
board as a whole. Each day up to 11 days, and over 11 days. AOP target
for 1984-85: 98 per cent of readings to be input within one day of
reading being taken.

Percentage of readings input for processing more than one day after
reading. Monthly for each of the last 12 months. All districts and the
board as a whole. AOP target for 1984-85: maximum 2 per cent.

Meter-readings rejected at quarterly billing. Monthly for each of the last
12 months. All districts and the board as a whole. AOP target for
1984-85: maximum 1-5 per cent.

References not billed one calendar month after the nominal reading date.
Monthly for each of the last 12 months. All districts and the board as a
whole. Three time periods. AOP target for 1984-85: number of refer-

~ ences not billed within six months of last account not to exceed 20 per

(&)

district, and number over six months to be negligible, for example one
may be acceptable under special circumstances.

References prevented from being billed due to the setting of the inhibit
billing key. Monthly for each of the last 12 months. All districts and the
board as a whole. Three time periods. AOP target: zero references more
than one month old.
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(7) Analysis of quarterly accounts produced by type of reading. One month.
All districts and the board as a whole. Primary division into ‘firm board
readings’ and ‘non-board readings’. The former divided into ‘consumers’

‘own readings’ and ‘consecutive estimated readings’. The latter shown
from the first to the seventh consecutive estimated reading. AOP targets
for 1984-85: the number of third or more estimated readings should not
exceed 2 per cent; the number of fifth or more non- board readings should

- be zero.

(i) Elapsed calendar days from the date of meter-connection to the date of
creating a computer record. Monthly for each of the last 12 months. All
districts and the board as a whole. Three time periods. AOP minimum
targets for 1984-85: 75 per cent in seven days or less; 90 per cent in 14

_days or. less; 98 per cent in 21 days or less.

(/) Elapsed calendar days from the date of meter instailation or removal to
the date of updating the computer records. Monthly for each of the last
12 months. All districts and the board as a whole. Three time periods.
AOP minimum targets for 1984-85: 75 per cent in seven days or less; 90
per cent in 14 days or less; 98 per cent in 21 days or less.

(k) Elapsed calendar days from the date of reconnection to the date of
updating the computer record. Monthly for each of the last 12 months.
All districts and the board as a whole, Three time periods. AQP
minimum targets for 1984-85: 80 per cent in seven days or less; 95 per
cent in 14 days or less; 98 per cent in 21 days or less.

() Elapsed calendar days from the date of termination mcter-readmg to the
date of producing a termination account. Monthly for each of the last 12
months. All districts and the board as a whole. Three time periods. AOP
‘minimum targets for 1984-85: 80 per cent:in seven days or less; 95 per
cent in 14 days or less; 98 per cent in 21 days or less.

(m) Elapsed calendar days from the date of special meter-reading to the date
of producing the account. Monthly for each of the last 12 months. All
districts and the board as a whole. Three time periods. AOP minimum
targets for 1984-85: 70 per cent in seven days or less; 85 per cent in14
days or less; 90 per cent in 21 days or less.

{n) Number of meter movement forms and consumer changes forms rejected
at computer processing. Monthly for each of the last 12 months. All
districts and the board as a whole. Number input in the most recent
month; the number and percentage rejected in each of the last 12 months.
AOP targets for 1984-85: number of forms rejected not to exceed 5 per
cent of total number mput

(o) Analysis of final accounts produced without forwardmg addresses.
Monthly for each of the last 12 months. All districts and the board as a
whole. AOP target for 1984-85: maximum 4 per cent.

2. Thus, of the 15 monthly reports which include an AOP target, three cover
a period of one month and 12 give monthly figures for each of the last 12
months.- All the reports are based on non-financial data such as, for example
penods of time or numbers of meter-readings.
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APPENDIX 7.2
(referred to in paragraphs 7.8 and 7.9)

Details of SEEB’s performance information systems

1. Examples of the information contained in the ‘Performance Statistics’
booklet are as follows, in most cases for the year to date or position as at the
quarter end:

(a)

(b)

(c)

(d)

(e)
6]
(2

(#)
(0
()
(%)
)

Report Key Result Area (KRA)/A. For each district: meter-reading
target and actual unit costs; pre-payment target and actual successful
first calls and unit costs; hand delivery target and actual numbers and
unit costs.

KRA/B. For each district: target and actual arrears in relation te quar-
terly debt (excluding DHSS); target and actual debt for monthly-billed
customers (£); target and actual rating authorities debt (£).

Summary of Performance Indicators. Meter-reading and pre-payment
collection: including days in advance or behind credit programme;
accounts overdue for reading; cost per account delivered by hand (year to
date); pre-payment items overdue (equivalent days’ work). Debt collec-
tion: including quarterly energy debtors above or below target (£);
monthly energy debtors over or below target (£).

Number of days behind or in advance of programmed meter-reading;
various ‘must read’ data. Number of accounts where meter-readings are
overdue more than nine weeks.

Target and actual total costs of hand delivery; cost per account hand
delivered (vear to date); savings made by use of hand delivery (£).

Total number of pre-payment collections overdue, and expressed in
terms of working days.

For meter-reading, first call board readings, attendance hours, and read-
ings per attendance hour; for pre-payment, number of routine collec-
tions, attendance hours, and collections per attendance hour; all for the
financial year to date and for the most recent quarter.

Current quarterly debts—notices of disconnection issued and arrange-
ments to pay.

Current quarterly energy debtors outstanding, including target and
actual ratios. Non-consumer and trading debts outstanding.

Closed account debtors outstanding by age.
Debtors referred to the solicitor.

Warrants of entry applied for and executed in current quarter and year to
date; number of disconnections made in current quarter and total made
in year to date, also total remaining disconnected; and creditworthiness
checks.

(m) Debts written off.

etc.
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2. Although the ‘Performance Statistics’ booklet is issued gquarterly, the
following information is also published in the intermediate months:

{a) quarterly-billed energy debtors outstanding;
(b) monthly-billed accounts—other than rating authorities; and
{c) monthly-billed accounts—rating authorities.

3. 125 copies of the ‘Performance Statistics’ booklet were issued quarterly,
69 to the (previously 11) districts, and the remainder within Headquarters.

4. The main changes from the prcvibus format are as follows:
—most of KRA/A and KRA/B information is now included on other pages;

—the following reports are excluded: performance indicators summary, hand
delivery, debts referred to the solicitor, creditworthiness checks, public
lighting accounts, and deposits for supply;

—most of the pages that will be included have been altered in various ways;

—the following information will remain unchanged: summary of perfor-
mance against targets, non-consumer debts outstanding, trading debts on
CONSUMEr accounts.

Full statements for monthly-billed accounts will still be issued monthly.
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APPENDIX 7.3
{referred to in paragraphs 7.15 and 7.20)

Details of EMEB’s performance information systems

1. The Management Accounting Department of the board’s Finance Divi-
sion produces an ‘Annual Analysis and Statistics’ report. The relevant reports
for the reference activities are:

(@)

(&)

(c)

(d)

Statement no 5.1: Meter-Reading, Billing and Collection of Electricity
Accounts. This shows: salaries, sub-divided between meter-readers and
pre-payment collectors, and billing and collecting staff; transport costs,
under five headings, including board-owned vehicles and travelling
expenses; agency charges; bad debts; proportion of general charges; and
other costs. All data is financial, and is shown for each district, each
group and for Headquarters, for the year recently ended and also for the
previous year.

Statement no 5.2: Salaries of Meter-Readers and Pre-payment Collec-
tors, Datais given for: credit customers, pre-payment customers, and the
total of these two. Under each heading, and for each district and each
group, the cost of salaries is given and also the cost per customer, for the
current year. Total costs and the cost per consumer are given for each
category, for the current and previous years.

Statement no 5.3: Salaries of Billing and Collection Staff. Salaries are
shown under seven headings, of which the main ones are customer
service, credit control, and special readings. For each district, each group
and for Headquarters, figures for the year just ended are shown along-
side those for the previous year.

Statement no 5.4: Meter-Reading, Billing etc. Cost per customer. For
each district, group and Headquarters, the main headings are: salaries of
readers/collectors, and billing and collecting staff; transport and travel-
ling; bad/doubtful debts; and other costs.

Thus two of the four statements, 5.1 and 5.3, provide descriptive financial data
but do not measure cost per customer. Statement 5.4 provides costs per cus-
tomer, and for salaries of meter-readers and pre-payment collectors Statement
5.2 does so in more detail.

2. The District Sttuation Reports consist of eight forms, three of which cover
the reference activities:

(a)

(b)

Form SR2, Consumer Service Section, shows, for example, number of
meters changed, number of meters in stock, number of illegal reconnec-
tions;

Form SR3, Consumers’ Accounts and Meter-Reading, shows, for exam-
ple, the number of man-days and working days by which collection from
pre-payment meters and meter-reading for credit customers is in arrears;
additional information may be included by a district, for example, the
total number of meters on the ‘must read’ list, the number of estimated
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readings submitted to the computer centre in the review period, and the
number of meter-readings rejected and not yet re-submitted, etc;

{c) Form SR4, Credit Control, concéntrates on numbers of disconnection
orders and of right of entry warrants.
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APPENDIX 7.4
(referred to in paragraphs 7.26 and 7.30)

Details of SWEB’s performance information systems

1. Examples of AQP improvement targets in relation to the reference
activities are:

(a) total meter-reading, pre-payment collection and billing costs (£ million);

(b) total meter-reading, pre-payment collection and billing costs expressed
as £ per customer;

{c) industrial staff salaries—meter-reading and billing expressed as £ per
credit customer;

{d) industrial staff salaries—pre-payment collection expressed as £ per pre-
payment customer; and

{e) non-industrial staff salaries—billing and collection expressed as £ per
customer.

The improvement targets are not necessarily set on the basis of being achieved
within one year. The achievement of the targets is controlled through the annual
budgeting process which establishes the year by year improvement on each
activity,

2. Examples of information included in the Management Information Book-
let related to the reference activities include (for each area and the board as a
whole}:

(@) actual performance compared with the AOP improvement targets;

(b) for debts—bad debts written off (including actual compared with budget
and income); analyses of debts for each consumer category (including
graphs analysing the age of debts and debts over three months old as a
percentage of total debt);

(c) general statistics, including changes in the number of non-monthly billed
customers and the number of customers paying by various payment
methods; changes in the number of pre-payment customers; numbers of
customers disconnected and the numbers who have been disconnected
for more than one month; and

{d) in relation to staff performance, summaries of work output by activity
are included for industrial staff and non-industrial staff including output
counts (for example, number of meters read per attendance hour for
industrial staff; per member of staff for non-industrial staff) and percen-
tage overtime worked. The industrial staff information also includes unit
costs.
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APPENDIX 7.5

(referred to in paragraph 7.39)

Examples of differences in performance information produced by

the four boards

No. of
Inter-  Measure- No. of  reports
Target  Frequency  districi ment  For action  copies  covering
specified  of issue data is by - circulated ithis lopic
Pre.paymens meters
NEEB N M Y NF DHHO 24124 2
SEER YN Q Y B HO 125 1
EMEB N M YN B D/HOB 24417 6
18/18/18
SWEB N M YN B D/HO/B  50/30/50/5 4
Meter-reading, pre-payment collection and billing cosis
NEEB N M Y F HO 24 3
SEEB Y M/Q/A YiIN F HO/B 125/15 2
EMEB Y A Y F D/HO 150 1
SWEB Y/N M/AQ/A Y/N F D/HO/B 50:’50%‘30/30!’ 5
5
Meter reading performance
NEEB Y M Y N/F D/HO - 24 of each 5
SEEB N Q Y N/F HO 123 1
EMEB N M Y NF D 4 1
SWEB YN WiM/A Y F D/HO 50 of each 4
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Installations/removals,
Applications

Unit costs. Successful first
calls. Number of collections.
Number of customers.

Installations/removals.
ehis,

Installations/temovals and net
changes in number of pre-payment
meters, Qutpul per atiendance
hour, unit costs and percentage
overlime. Reasons for not meeting:
requests for pre-payments meters,

Unit costs. Costs per customer.

Total costs for meter-readers,
pre-payment ' collectors, billing
and collection staff, transpont,
bad debts, and otlm' costs per
customer.

Total costs, £ per customer (to1al
and net of bad debts, industrial
siaff costs per credit customer
and per pre-payment customer;
non-industrial staff costs per
customer). Unit costs.

Number of readings made early,
on time, late. Number of meter
readings rejected.

Number of readings on first call,
Number of readings made early,

on time, late. Attendance
hours. Readings!atlendance
hour,

Number of readings in arrears.
Number of meter-readings
rejected,

Number of readings not attempted..
Number of meters not read.
Output per attendance hour,
unit cost and percentage overtime.
Completed work against
programme.



No. of

Inter-  Measure- No. of  reporis
Target  Frequency district ment  For action copies  coverin,
specified  of issue daia is by circulated  this topic

Debrs writien off

NEEB N M Y B HO 24 1 Value and number of debts
written off. Analysis by
category of debt,

SEEB N Q Y B RO 125 i Value and number of debts
written off. By type of
account. Analysis of authority
for write-off. Average value per

) debt,
EMEB N M N B D/HO/B 2417118 3 Value and number of debts

written off; by class and
category of debt,

SWEB YN MQ Y B D/HO/MB 5030050/20 4 Value of bad debts written off
compared with budget. Quarterly
analysis showing debts written
off in quarter compared with
budget, as a percentage of
income this year and last year.
Anslysed by category (energy,
contracting, etc). Analysis of
debis written off by authority
for write-off and by reasons
for write-off.

Source: MMC study of data provided by the boards.

Key: Target specified: Y=yes; N=no; Y/N=yes for some and no [of others.
Frequency of issue: W=weekly; M=monthly; Q=quarterly; A=annually.
lnter-dlsmcl data: Y=yes; N=no; Y/N=yes for some and no for others.

ement is: F=fi ial; N/F=non-financial; B=bath.
For action by: D=district; HO~=Head Office; B=the Board.
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APPENDIX 8.1
(referred to in paragraph 8.13)

Proposéd description of the costs of the reference activities

Meter-reading _
Cfosts of staff engaged upon meter-reading activities by district/area in respect
of:
quarterly-read customers (including special readings};
monthly-read customers; and
pre-payment customers;
together with the number of customers in each class.

Billing

Costs of staff engaged upon the production and despatch of bills to customers
together with the associated computer staff and equipment costs, and the cost of
delivering such bills.

Normal collection

Costs of staff engaged on the collection of amounts due from customers, divided
between those costs incurred in the board’s shops and those incurred in other
offices, together with the costs of other ‘agency’ charges.

Overdue collection

Costs of stafi éngaged upon the follow-up of accounts considered to be overdue,
and, where applicable, the costs of disconnection.

Bad debts

The charges in respect of amounts written off as bad debts together with the
movements in the provision for bad debts.

Unallocated costs

Costs appropriate to the reference activities as a whole for which no comparable
analysis between the above activities could be produced by all the four boards.
These comprise:

transport and travelling costs;
proportion of general charges; and
miscellaneous costs.

Source: MMC study.
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APPENDIX 8.2

(referred to in paragraphs 8.13 and 8.30)

Analysis of meter-reading, billing and collection of accounts costs for the five years to 31 March 1984

Na of customers 000
Customer density per sq km

Merer-reading
Quarterly
Monthly
Pre-payment

Sub-total
Bilting
Staff - non-industrial
DP

EDP - other
Delivery

Sub-total
Normal collection
Stafl - shops

- other
Agency charges
Sub-total

Overdue collection
Stafi Sub-total

Normal and overdue collection
Sub-total

Bad debrs

Amounts written off

Movement in provisions
Sub-total

Unallocated

Transport Sub-total

General charges
Miscellaneous

Sub-total

Total
Source: MMC study.

Table
ref

821

825

8-34

&t

19790-80
NEEB SEEB EMEB SWEB NEESB

1980-81
SEEB EMEB SWER NEEB

£000
1953-84
SEEB EMEB SWEB

221 121 79
2,333 2,841 1,945
196 185 178
611 904 1,114

1731 1908 1,103 1,328
216 147 77 91
1,891 2,048 1,428 1,595
136 142 113 59
500 745 924 363
2,527 2935 2,485 2,7
1,33 1854 1,205 1,581
334 252 400 875
1,029 385 191 901
864 818 309 439

1,247 2328 1,284
382 413 544
557 416 754
898 1,049 387

894 1,124  ©36
243 220 374
30 10 19

1,311 1,714
89 214
1,i35 1,501
310
248 413
1421 2,024
1,256 1,087
758 255
675 354
282 605
2971 2,301
274 334
363 133
21 16
657 483
610 993
1267 1476
384 397
(40) 82
44 479
364 413
290 150
248 110
538 260

6,905 6,953

1,885 1,092
16 76
1,644 1,116
107 104
639 770
2,390 1,990
1,487 949
198 301
284 136
595 256
2,564 1,642
636 669
125 280
2 _
783 949
1065 547
1,848 1,496
388 242
- 19
388 261
529 512
a7 w7
8 75
455 182

8,174 6,083

8,410

571 812 832 437
177 179 372 548
27 4 = e
775 995 1,204 1,045
1302 1,380 641 876
2,077 2375 1,845 1921
507 438 303 557
77100 6 -
584 538 364 557
450 60 587 463
194 559 117 540
107 28 %1 264
301 S87 208 BO4
9,407 10,345 7,504

9,578 10,000 11,842

8,590 10,009 10,682 12,529

1981 -82 1982-83
SEEB EMEB SWEB NEEB SEEB EMEB SWEB NEEB
1,745 1,930 1,111 1,328 1,758 1951
28 118 77 91 29 120
2173 2478 1,683 1,705 2246 2672

104 174 167 53 181 187

570 845 1034 408 604 82
2907 3497 2,884 2,166 3031 3680
1,192 2,082 1236 1401 1,218 2,132

353 206 442 856 314 352

618 477 343 1040 435 460

930 939 368 488 907 1,030
3,093 3704 2389 3,785 2,874 3,974

711 912 871 485 780 1,003

190 197 300 s23 219 212

35 6 13 &7 38 7

936 1115 1,093 1,075 1,037 1222
1,535 1,632 673 949 1,5671 1,836
2471 2,747 1,866 2024 2,604 3,058

615 S60 438 645 826 705 534 703
79 150 18— 290 30 14—
694 711 456 645 1116 955 548 703
517 669 631 484 579 642 661 480
212 450 261 653 264 183 257 629
106 64 103 252 24 37 117 249
318 Si4 364 905 478 220 374 878

9,007 10,239

1668 2.051 667
2,835 3405 1,996
1,074 954 649
250 220 181
1,324 1,174 830
643 461 652
171 464 267
347 77 151
518 541 418

11,594 13,917 10,102




APPENDIX 8.3(a)
(referred to in paragraphs 8.49 and 8.50)

Quarterly meter-readings: cost per customer’

Customer Cusiomer
- density  number
Cost frend Number of (no per growth rate
Average annual cost per customer in £ 1983-84 customers  3q km)  1983-84
{ar 1983-84 constani prices) on in in on
1979-80 [980-81 I98I-8Y i982-83 1983-84 I1979-80 1983-84 1983-84 1979-80

(per cent) {per cent)
Column no i 2 3 4 5 6 ? 8 9
NEES board total 1-31 1-37 1-40 1-40 1-46 11-45 1,280,672 87 1-7
Districts: .
East Northumberland 1-56 1-56 1-64
North Tyne 171 1-7¢ 1.73 Coemparable data not available duve to district reorganisation
-South Tyne 0-99 104 1-03 ’
Sunderland 1-08 1-10 1-12
Durham 1-25 1-39 1-39 1-38 1-43 14-40 266,396 110 ' 149
Cleveland 1-08 1-12 1-18 1-09 112 370 07227 266 535
North Yorkshire 1-47 1-64 1-65 1-64 1-64 11-56 224,072 - 37 5-4
IE)MEB board toral 137 1-44 1-55 1-54 1-55 1314 1,838,900 I3 32
istricts: - '
Ilkesion 1-21 1-27 i-39 I-40 1-35 11-57 124,000 337 3:2
Chatsworth 1-41 1-50 1-67 161 1-3% 11335 102,900 93 3.4
Derby 1-29 1-37 1-42 1-47 1-45 12-40 107.000 185 31
Burtan 132 1-42 1-55 1-58 1-65 2500 44,000 137 50
Charmwood 1-58 1-66 1-86 1-76 1-72 8-86 84,100 126 47
Leicester 1-31 1-39 1-49 1-41 1-32 16-03 165,600 287 50
East Lincs 1-63 1:75 1-86 1-87 1-93 1840 77,700 40 5.4
West Lincs 1-76 1-77 1-83 1-74 1-74 —1-14 82,100 36 2.9
Lincoln 1-47 1-35 1-67 1-61 1-66 12:93 67,400 53 58
Mansfield 1-32 1-39 1-49 1-43 1-41 682 96,700 232 34
Nottingham 1-32 1-40 1-49 1-71 1-77 34-09 194,200 310 50
Retford 1-34 1-44 1-54 150 1-47 9-T70 62,300 63 6-5
Milion Keynes 1-50 L-66 1.82 1-64 1:63 867 84,300 70 16:3
Coventry 125 1-32 1-37 1-33 1-35 800 125,300 674 541
Kettering 1-15 1-24 1-34 1-31 1-25 8-70 104,600 99 2-4
Northampton 1-42 1-45 1-50 1-50 1-46 282 45,500 AR 7-9
South Warwickshire 1-51 1-50 163 1-66 1:80 19-21 91,500 99 5-3
Hinckley 1-22 1-27 1-38 1-40 1-32 8-20 129,700 141 52
SWEB board total 1-69 1.82 191 1-85 1-92 1361 1,011,000 70 5-0
Districts: : .
Severnside ' 1-44 1-56 1-65 1-62 1-66 1528 335000 224 5-0
Somerset 1-68 1-84 i-81 1-88 1-93 14-88 172,000 42 -8
Devon . 1-68 1-84 192 1-83 194 15-48 335000 61 4-7
Corawall 217 2-30 2-40 2-28 2:40 10-60 169,000 52 37
"‘983 840f its reorganisation of districts, the data below for SEER (except for the board totals) covers only the years 1981-82 to
Fi —,
1983-84 on 1983-84 on
1979-80 1980-8{ 1981-82 1982-83 1983-84 [198i-82 [9831-84 1983-84 981-82
SEER board toat 1-33 1-43 1-47 1-40 138 3-76* 1,688,570 211 35
Districts: .
Kingston Comparable data 1-39 1-36 137 -1-44 186,320 981 15
West Surrey not available i-50 1-40 1-42 =533 132,120 185 2-6
Croydon due to district 1-52 1-45 1-43 -5-92 210,610 928 ¢5
Medway rearganisation 1-40 1-35 1-29 -7-86 157,930 285 12
East Kent 1-48 1-41 1-38 ~§-76 108,220 t88 1-3
South Kent 155 1-51 1-48 -4-52 109,000 96 1-4
Maidslone 1-44 1-33 1-32 - =833 109,210 115 1-5
Tunbridge Wells 1-48 1-45 1-43 —8-38 158,500 1s 1-3
South-East Sussex 1-39 1-32 1-34 =360 158,750 152 2-0
Crawley 1-59 1-48 © 1440 ~11.95 147,740 165 25
South-West Sussex 1-42 1-38 1-35 -4-93 210,170 402 1-4

Source: MMC study,
*This figure applies to the five-year period 1979-80 to 1983-84.
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APPENDIX 8.3(b)
(referred to in paragraph 8.49)

Monthly meter-readings: cost per customer

Customer
Hunther
Cost trend growth rate
Average annual cost per cuseomer in £ 198384  Number of monthly 198384
(@i 198384 constant prices} on customers in on
1979-80 1980-81 1981-82 1982-83 1983-84 1979-80 1979-80 1983-84 1979-80
(per ceni) {per cent)
Column no 1 2 3 4 5 6 7 8 9
.IN)EEB board wtal 2215 22-08 26-59 22-5% 22-24 0-27 2,492 2,386 -4-3
istricts:
East Northumberland 1574 18-04 2812
Nonh Tyne 16-26 18-86 21-63 Comparable data not available due to district reorganisation
South Tyne 16-45 18-86 16-91
Sunderland 13-09 11-41 1038
Durham 1744 i4-81 15-47 1741 19-42 11:35 500 515 30
Cleveland 15-97 16-47 17-35 16:32 16-09 0-75 455 435 -4-4
North Yorkshire 14-39 12-42 13-24 10:40 1217 -1543 505 493 -2-3
.EMEB board 1otal 12-37 12-82 1322 13-76 14.25 15-20 12,577 12,980 32
istricts:
llkeston 1003 10-82 11:-86 13:34 14.95 49-05 768 776 1-0
Chatsworth 11-76 11-68 12-84 13.97 14-96 27-21 556 575 34
Derby 1107 12-66 11-67 13-67 13-12 18-52 630 663 5-2
Burton 11-91 12-23 1007 171 12-46 462 293 289 -1-4
Chamwood 14-07 14-78 13-95 13-64 14-57 3.55 620 604 -2-6
Leicester 1227 1233 12-87 1391 15-14 23-39 1,505 1,58% 53
East Lincs 12:71 14-G5 16-55 14.91 17:36 36:59 469 576 22-8
West Lincs 12.93 1477 14-20 12-25 15-20 17:56 461 500 85
Lincoln 13-46 14-66 16-69 1648 17-38 29-12 475 535 12-6
Mansfield 10-36 10-68 78 10-81 11-72 1313 519 546 52
Nottingham 13-33 13-49 1315 14-42 14-13 600 1,450 1,352 —6'8
Retford 11-74 11-24 12-80 11-95 13-44 14-48 359 72 3-6
Milton Keynes 11-69 11-94 12:50 1324 13-29 13-69 485 587 210
Coventey 1391 14-71 14-81 1573 14-27 2:59 972 897 =77
Kettering 12:59 1379 13-90 1477 1537 2208 785 787 03
Northampton 13-69 13-62 14-01 13-66 12-50 -~8-69 743 784 55
South War-
wickshire 11-47 10-79 12-20 13-00 12-43 8-37 697 T00 0-4
Hinckley 11-59 1153 12:22 12-85 13-38 15-44 790 852 78
.E)WEB board roral 11-28 12-03 13-67 13-23 14:28 26-60 13,403 12,463 -7-0
istricls: :
Severnside 11-37 12-47 14-90 i4-59 15-20 33-69 5368 4,870 «9-3
Somerser 1225 12:76 13-73 14-02 14-58 19-02 1,898 1,783 =61
Devon 10-17 10-72 12-11 11-08 13-02 2802 4,289 4,070 =51
Cornwall 12:58 £3-08 13-76 13-65 14-37 1423 1,848 1,740 -58

IB;;;MS: of its reorganisation of diswicts, the dow below for SEEB (except for the board totals) covers only the years 1981-82 to
-4

F979-80 198081 198182 1082-83 I983-8¢ [981-82 198384 198384 190182

.SDE_EB board total 12-87 13-40 14-14 14-26 14-49 12-59* 12,420 13,530 89

istricts:
Kingston Comparable data 14-33 14-10 14:20 -0:91 1,270 1,340 535
West Surrey nol available 11-74 12-27 12-20 3.92 1,190 1,280 7-6
Croydon due to district 12-42 12-62 1302 4-83 1,530 1,610 5-2
Medway rearganisation 16-37 1536 16-38 0-06 1,010 1,040 30
East Kent 13-43 14.14 14-26 6-18 790 780 ~1-3
South Kent 14-57 i4-64 15-22 4-d6 800 8igQ I3
Maidstone 14-38 14-29 14-52 0-97 1,050 1,080 29
Tunbridge Wells 12:79 13-40 13-16 2:89 1,260 1,310 4-0
South-East Sussex 14-29 14-34 14-50 t-47 1,140 1,160 1-8
Crawley 1342 1361 13-70 2-09 1,440 1,520 6
South-West Sussex 17-65 17-50 18-22 3-23 1,520 1,600 53

Source: MMC study.
*This figure applies 1o the five-year period 197980 to 1983-84.
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APPENDIX 8.3

(c)

(referred to in paragraph 8.49)

Pre-payment meter-readings: cost per customer

Column no

NEERB board total
Dristricts:
East Northumberland
North Tyne
South Tyne
Sunderland
Durham
Cleveland
North Yorkshire

EMEB board iotal

Districts:
Itkeston
Chatsworth
Derby
Burton
Charnwood
Eeicester
East Lincs
West Lincs
Lincoln
Mansfield
Nottingham
Retford
Milion Keyoes
Coventry
Kettering
Northampton
South Warwickshire
Hinckley

SWEB board roral

Districts:
Severnside
Somerset
Devon
Comwsll

1979-80 1980-8!

Average annual cost per customter in £
{ar 1983 -84 constant prices)
195182 [1982-83

1 2 3 4
738 801 815 821
711 7-60 7.97
7-70 801 861
734 7-46 7.97
872 861 7-87
T-48 847 7-90 779
647 722 717 677
801 873 890 9-35
747 F75 807 134
7-26 775 7-32 646
651 818 7-86 663
B-04 804 817 772
7-35 696 659 573
%44 921 829 7-56
679 744 7-87 716
8-09 860 893 7-82
657 739 8122 692
683 723 7-30 612
6-88 660 738 677
7-02 718 7-58 752
6-62 710 7-30 7-08
858 9-00 918 8-68
g-35 893 1003 912
735 730 831 7-33
8-89 888 9-30 816
7.35 7-82 8-38 7-84
8-03 699 7-07 6-49
969 1044 1074 9.63
8-83 963  10-08 9-29

1016 1091 1152 1044
924 1010 1047 9-16
1165 1207 1170 1037

5
8-46

8:50
6-83
940

743

1-09

A W@ AW I
Gt S AL L th D O GO
BROCORBRIIG

13-64
5:56
17-35

-0-54

0-35
16-44
-6-47
-16-33
—-24-89
17-67
—-5-81

606
~12:02

3,478
12,588
16,580

124,442

6,047
7.256
6,547

3263
10147
'5,426

6605
115,550

37,363
16,888
39,972
21,326

12,390
15,639

121,592

7,552
107,631
33,358

Customer
number
Cost trend growth rate
198384 Number of 1983-84
on CUSLOMErs i on
1983-84 1970-80 1979-80 1983-84° 1979-80
{per cent) {per ceni)
6 ? 8 9
14-63 48,817 53,563 97

Comparable data not available due to district reorganisation

w

| |

i
-

I 1
—taen | — . .
S o REankilsepnoubuauni’ B akk
Y ACVOVAREPOLRRRWARIY W A RR

Because of its reorganisation of disiricts, the data below for SEEB (except for the board totals) covers only the years 198182 to

1983-84

SEER board total
Districts:
l‘(vingalson
est Surtey
Croydon .
Medway
East Kent
South Kent
Maidstone
Funbridge Wells
South-East Sussex
Crawl
South-West Sussex

Source: MMC study.

1983-84 on
197980 1980-81 I1981-82 1982-83 1[983-84 1981-82 1983-84 1983-84

8-49 9-05 9-38 907
Comparable data 1212 10-16
not available 9-28 216
due to district B-62 767
reorganisation 8-50 7-57
7-64 812

734 7-15

918 -89

8-49 B-16

828 9-03

10-47 10-63

11-23 11-01

9-08

6-95*

70,500

3,850
3,220

,100
13,900

72,800

4,240
3,750
1,600
7,410
5190
4,570
5.550
9,010
6,380
5,490
13,610

1983-84 on
1981-82

33

10-1
16-5

——
o
<

-~

RGO L O e (0

O

*This figure applies to the five-year period 1979-80 o 198384,
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APPENDIX 10-1
(referred 1o in paragraph 10.2)

Capital expenditure: incurred by the four boards, 1974-75
to 1983-84; forecasts 1984-85 to 1990-91 (all at 1983-84

prices)

()] {2) (3) (4) (3) (6) (7)
Other All Total
reference reference capital
(1) as % invest- (3) as % invest- {5)as % expen-
Meters of (7) menis of (7} _ments of (7) diture
£000 % £000 % £000 % £000
1974-75 7-8 7 45 4 133 12 1122
1975-76 69 6 5:1 4 120 10 1234
1976-77 52 6 1:2 1 64 7 94.5
1977-78 4.2 5 1-3 2 55 7 84-6
1978-79 58 6 3:6 4 94 0 912
1979-80 43 5 6-5 8 10-8 13 853
1980-81 3-7 4 3-6 4 7:0 8 88-6
1981-82 11-1 11 67 7 18:0 18 97-9
1982-83 14-5 14 5-9 6 20-5 20 104-0
1983-84 11-6 10 94 8 21-0 18 119-8
1984-85 11-4 10 84 7 197 17 116-4
1985-86 14-1 12 8-8 7 228 19 122-2
1986-87 13-1 11 55 5 18-5 15 1202
1987-88 11-9 10 7-6 6 19-8 16 122:0
1988-89 11-9 10 5-4 5 17-3 14 119-8
1989-90 11-9 10 5-5 5 17-4 15 117:3
1590-91 11-9 10 63 5 18-2 15 117-6

Sources: EMEB, NEEB, SEEB and SWEB.

Notes: 1, Reference investments comprise capital expenditure on meters and time switches; computers; office machinery; and
shops.
2. The capital value of any leased items is included in the figures.
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APPENDIX 10.2
(referred to in paragraph 10.16)

Investment appra'isal case studies

(a) Meters

1. In 1981 the Deputy Chairman of NEEB authorised the expenditure of
£27,000 for field studies of magnetic tape recording equipment to replace its
increasingly unreliable paper chart half-hourly demand recording equipment
for large customers and sub-stations. If the field studies were successful addi-
tional capital expenditure of £180,000 would be incurred up to 1986, with an
unspecified further amount incurred thereafter. The decision followed an
investment appraisal which showed that this type of replacement had a lower
net present cost {£173,000) than had replacement with meters of the current
type (£247,000) when costs over 20 years were discounted at 10 per cent. For an
extra net present cost of £12,000 computer software could be added to the
magnetic tapes to provide full analysis and billing facilities. Another considered
option involved the use of magnetic tape equipment, a mini-computer and
software for only those customers on load management terms, with existing
equipment retained for other customers; but this had a net present cost of
£228,000 and was rejected.

2. None of the boards had completed any other appraisal although all are
carrying out field trials for load management devices for the domestic market
(see Chapter 13);-and EMEB is and NEEB, SEEB and SWEB will be conduct-
ing field trials for token meters to replace coin-operated pre-payment meters,
which are vulnerable to being broken into by customers or third parties.

3. In 1980, after previous trials of token meters in 1977, the Electricity
Council had doubted whether the relevant customers would be prepared to pay
the economic cost of a fully secure token meter system. EMEB told us that,
following four years’ further development work, British manufacturers should
be producing commercially acceptable token meters by April 1985; it had asked
them to aim at a price equal to that of a coin-operated meter. The surcharge to be
paid by customers using token meters would then be lower than that for
coin-operated meters as the tokens would be destroyed on use, avoiding the
labour costs of emptying coin-operated pre-payment meters. An emergency
override could give customers who ran out of tokens at the weekend sufficient
electricity until the following Monday morning. Customers would be able to
purchase tokens from vending machines in convenient and safe places such as
local authority rent offices as well as from the board. '

4. In October 1981 EMEDB’s Chief Technical Services Engineer approved a
‘prototype token meter pre-production design and subsequently EMEB started
field trials in three districts. A total of 385 token meters had been installed by
March 1984, when a progress report presented to the Executive Meeting stated
that the trial districts were still obtaining very satisfactory results and that
" customer reaction was good. An additional order of 200 token meters was
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therefore authorised, bringing the number on trial to 800. EMEB told us that it
has now spent approximately £140,000 on 1,000 token meters, an amount well
within the authorisation limits of the Chairman and Deputy Chairman.

5. EMEB said it would carry out a full appraisal when it had completed its
field trials and received manufacturers’ bid details for a bulk order of token
meters. The appraisal would include the cost of the vending machines and the
benefits to the board of the earlier cash flow from customers who switched from
coin-operated to token meters. Meanwhile, preliminary studies had indicated
significant net benefit to the board as well as the advantage of meeting many
customers’ budgeting needs. The key factor was confirmed to be the mass
production price of the meters, assuming continued satisfactory progress with
the trials and the availability when required of suitable vending machines.

6. SEEB, whose number of pre-payment meters has risen from a low of
63,123 in 1981 to 74,225 in 1984 following the issue of a revised Code of
Practice (see paragraph 9.20), is reviewing the new token meters in order to
select a format for a field trial later in 1984. This would cover around 100
customers in one district, concentrating on those with a history of meter
break-ins.

(b) Computing processors

7. EMEB, NEEB, SEEB and SWEB carried out respectively four, four,
three and two investment appraisals for computing processors during the
five-year period ending March 1984. We looked at their penultimate appraisal
papers, cach of which was presented to the appropriate Board between March
1981 and January 1982.

8. The Boards of EMEB, NEEB and SWEB approved capital expenditures
of respectively £1-0 million, £0-5 million and £1-5 million for replacements
largely of one computing processor by another. The Board of EMEB delegated
the negotiation of the financial arrangements (ie lease or purchase) to the
Director of Finance. The Board of SEEB approved replacing one computing
processor by another on the financing arrangement most advantageous to the
board at the time of completing the transaction.

9. SEEB’s appraisal papers did not state a capital expenditure but did give
estimates of additional annual operating costs (including leasing rentais) and
indications of how these could be met by staff savings. EMEB’s appraisal
papers specified the annual maintenance costs involved but did not quantify any
other costs or benefits. NEEB’s paper noted a £0-2 million trade-in-value of its
existing processor and estimated staff and other savings at some £1-0 million
per annum. It also stated that the new computer was required partly to deal with
the greater than expected demands of the new Consumer Accounting System
(see paragraph 10.24) which itself was well on the way to achieving the expected
savings resulting from shorter delays between meter-reading and billing and
from lower staffing levels. SWEB’s paper compared the capital and operating
costs of two broadly similar processors made by different manufacturers.
Alternative configurations or suppliers were considered by EMEB but not by
NEEB. (NEEB told us that it did consider alternative suppliers and configura-
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tions whenever practicable.) SEEB’s paper considered alternative configura-
tions offered by one supplier. (SEEB subsequently looked for an alternative
supplier when the first could not deliver by the expected time; this was the
subject of its last appraisal.)

10. No appraisal paper noted the use of a TDR or a NPV, although the NPV
of NEEB's proposal is easily seen to be positive and SEEB’s costs and benefits
were clearly stated in constant annual cash flows. No paper presented any
quantitative sensitivity or risk analysis although SWEB’s paper noted that
other, less measurable but nonetheless significant, factors had also to be recog-
nised; for example one supplier had a more developed engineering and back-up
service than another. In addition both EMEB’s and SWEB’s papers took into
account the ease with which further enhancements could be made using one
supplier rather than another.

(c) Shops

11. EMEB, SEEB and SWEB carried out respectively 18, 41 and 46 shop
" appraisals for expansions, resitings, closures or reviews of rents or leases in the
five-year period ending March 1984. In NEEB the Board .considered no
appraisals for expansions, resitings or closures in this period, following a major
review of its shops in the previous decade.

12. For EMEB, SEEB and SWEB the shop appraisals that we looked at had
each been made since the issue of the latest relevant board’s instructions on
shop appraisals. In each case the appraisal followed the relevant instructions,
which allowed for variations in practice between the boards. For example, as
regards TDRs, EMEB used 5 per cent and SEEB 10 per cent; SWEB required
IRRs of at least 10 per cent for rétail trading and at least 5 per cent for the
business as a whole. As regards sensitivity analysis, EMEB did none for its
appraisal in July 1983 for the resiting of its shop in Melton Mowbray because its
instructions state that sensitivity analysis should be used only if the level of
business were a critical factor. SEEB tested the effects on the NPV of three
different assumptions for the initial level of turnover in its appraisal for the rent
review in March 1984 for its shop in Whitgift Centre, Croydon. SWEB con-
sidered the effects on the IRR of different assumptions for the initial increase in
turnover, from zero up to 30 per cent, in its appraisal in May 1984 for the
enlargement or resiting of its shop in Trufo.

{d) Electronic receipting machines

13. EMEB, NEEB and SEEB has each appraised the use of electronic
receipting machines in its shops. In SWEB a management working party is
looking at their possible use.

14. In 1982 EMEB considered capital expenditure of £134,500, partly to
replace its rubber stamps. Using a 5 per cent TDR it estimated there to be
significant negative NPVs for installing the equipment in varying numbers of its
largest shops, whereas there was a NPV of £272,000 for computerising only the
financial controls. The Deputy Chairman decided to computerise the financial
controls, delaying the other expcndlture until technological improvements low-
ered costs.
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15. In 1980 the Board of NEEB approved expenditure of £257,000 to
replace its electro-mechanical cash registers. The paper presented to the Board
reported entirely satisfactory results from a pilot study; that account stubs need
no longer be retained; and that savings would be approximately equal to the
annuzl leasing charges.

16. NEEB told us that annual savings of £110,000 would recoup the capital
outlay in 25 to 3 years, the equipment’s expected life being seven years; there
was thus no need to compute NPVs. The capital and maintenance costs of
equipment supplied by three manufacturers had been found not to be signific-
antly different so that there was no need to compute net present costs. The
choice between the three manufacturers was therefore made on other factors
such as expertence in the market and special features of their equipment.

17. In 1983 the Board of SEEB approved expenditure of £780,000. There
was an annual net benefit of £35,000, this being the annual equivalent of the
NPV, using a 5 per cent TDR for capital charges over seven years. Of the few
possible suppliers, the one whose system was operating successfully in the
Merseyside and North Wales Electricity Board was preferred.

(e) Remittance processing systems

18. EMEB and SEEB has each appraised and NEEB is appraising a remit-
tance processing system which, for example, through encoding and sorting
cheques, would enable the board to qualify for a discount on bank charges and
to make staff savings. SWEB approached one supplier, following the report by
Deloitte, Haskins and Sells in 1983, but went no further because the supplier
was unwilling to travel to Plymouth to maintain its equipment properly.

19. In 1983 the Deputy Chairman of EMEB approved the expenditure of
£93,774, the NPV of which, using a 5 per cent TDR, was around £130,000. The
best alternative, another supplier’s system, had a NPV of around £119,000.
Other factors taken into account included that the chosen system had a shorter
delivery period, had cheaper and more flexible software, required less space,
and had less risk associated with the supplier.

20. In 1984 the Board of SEEB approved expenditure of £177,700. It was
presented with the average annual costs spread over five years of four products
manufactured by different suppliers. The Board was recommended to choose
the system with the highest annual average costs (£55,322} rather than the
technically next best one which had the lowest annual average costs (£49,320).
This was mainly because the preferred system was faster so that ‘from the point
of view of productivity and acceptability there would be an advantage of several
thousand pounds per annum’. The productivity improvements were in addition
to the savings in bank charges which, at £114,000 per annum, far exceeded the
annual average costs of any system. A financial appraisal showing the NPVs of
the four options (eg £250,000 for the preferred system), using a 5 per cent TDR,
was available at the Board meeting.

21. At present NEEB and SWEB have machines, donated by their banks,
from which they produce some cheque data in return for a lower discount on
bank charges. EMEB and SEEB each told us that it had considered fairly
thoroughly but rejected such simpler options, as the discounts were not large
enough.
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APPENDIX 11.1
(referred to in paragraph 11.26)

Reference activities on which advice is provided

1. Meter-reading :
(@) Organisation of special readings; ie for change of tenancy.

(&) Correction of errors; ie a difference between a board reading or estimate,
‘and that of a customer. :

(c) Meter change.

2. Billing _

(a) Explanation of consumption.

(b) Explanations required when tariffs change.
(¢) Accounts.

3. Payment

(2) Follow-up-on unpaid bills.
(b} Where to pay bills.

(c) Alternative payment methods.
(d) Revised tariffs.

4. Choice of tariff
(a) General enquiry,
(&) A change in equipment being used.
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APPENDIX 11.2
(referred to in paragraphs 11.28 and 11.31)

Quantitative data provided on communications with customers
and advice

NEEB SEEB EMEB SWEB

1. Number of customers ('000) 1,342 1,784 1,985 1,139
2. Staff equivalents giving advice
on reference activities

Office-based commercial staff 23-21 20*
b Shops 35-01 61 3+
Off1ce based administrative staff 14-9¢ 920"
d) Total 7311 141*
3. Staff on reference actlvmesi 709 1,030 1,233 811
4, Number of shops 47 77 75 78
5. Shops to office telephone links
(inquiries Fer day) 500
6.  Number of local offices 5 10 15 10
7. Number of telephone calls (*000/yr)
Customer movements 333-8
b Energy account queries 260-3
¢} Meter changes 87-6
d) Customers’ readings 48-9
8. Wnt(en communication (O{)Olday)
Computer produced 23
b_ Non-standard, typed 1-3
9. Number of customers inquiries
about accounts ("000/day 1210 25
10.  Visits by sales staff (’ OOOIyr) 4-8
11.  Visits by board staff per day 50 to 90
12.  Enquiry visits by customers to
board offices per day 5to 55
13.  Leaflets issued ("000)
a; Tariffs 71
b} General advice 80
14, mputer support number of desk VDUs 95 287 37
15. Number of customer service tasks (m)
1983-84 1-81

Sources: NEEB, SEEB, EMEB and SWEB.

*Includes advice on meter-reading, billing, collection and appropriate tariffs.
1Generally concerns advice on tariffs or ways of economising.
$See also Table 6.4.
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APPENDIX 11.3
(referred to in paragraph 11.28)

SEEB: estimates of staff units employed on giving advice

Class of Number of
customer customers

al 31.3.84
Domestic 1,623,695
Commercial and other 152,065
Industrial 8,531

Source: SEEB.

District commercial staff District edministrative staff
at 30.4.84 at 30.4.84
’ NIIC
: : ~ Debt Meter- Customer -~ meter-
Office Shops coliection reading records =~ readers
" Full-time Part-time advice advice advice advice - advice
advice - advice component  component component component  component
fa) (b) {b) (b) (c)

18 4-25 35 .

- 8-5 _ - 7-4 3.9 36 422:5

5 per cent of staff involved. Less than 5 per cent of the time of these staff would be lnvolved in glvmg incidental advice on tariffs or ways or economizing,
28-7 meter-reading NJIC staff arc engaged on visiting customers to obtain payment of bills before disconnection of supply, They would not be giving adwce on tariffs or utilisation, however.

5 % 5 per cent of staff involved in reference activities.



ApPENDIX 11.4
(referred to in paragraph 11.28)

SWEB: approximate assessment of current staff involvement in
advice on meter-reading, billing and collection (MBC) and
appropriate tariffs (T)

Full-time equivalent staff

No. of Central
Customer class customers Shops Commercial  Customer  Accounting
areas units Office

MBC T MBC T MBC T MBC T

Domestic 998,059 17* 14* - 8 65 7 10 —_
Commerciall/combined- 101,769 _ — - 5 — —
Industrial 8,278 _ —_ — 5 7 1 —_ —
Agriculture 31,309 _ —_ — 2 _ —
31 20 80 10

Source; SWEB.

*Smali proportion on non-domestic.
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AppENDIX 11.5
(referred to in paragraph 11.29)

EMEBR: advice to customers: ranking of staff involvement

Rank Establishment post
1 Shop Assistant
2 Customer Contact Representative
3 | Supply Engineer |
4 Customer Service Section Assistant
5 Credit Control Assistant
6 ~ Disconnector
7 Domestic Energy Sales Representative
8 Meter Operative
9 Meter Attendant
10 Telephone Operator/Receptionist
11 Customer Service Manager
12 District Manager |
— Foreman |
— Typist involvement not significant

—_ Board HQ staff

Source: EMEB.
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APPENDIX 11.6
(referred to in paragraph 11.29)

NEEB: main sections/groups of staff within NEEB which have
opportunity, means and motive to offer advice to customers

Total
no. of staff Comment
District commercial staff 85 Visit. customers to clear disputes and
advise on supply matters
Headquarters commercial staff 4 Contact with large customers
Shop staff 404 Deal with the whole range of queries
from customers coming into shaps
Consumer Service Enquiry Units 62 Answer all customers telephone calls
Headquarters Debt Control Unit 48 Control debts including the negotiation
of arrangements to clear debts
Arrears Collection 64 Visit customers to make arrangements

to clear debts or disconnect. Also
traces customers
Source: NEEB.
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APPENDIX 11.7

(referred to in paragraphs 11.34, 11.35 and 11.36)

. Quantitative data on complaints .

EMER

NEEB SEEB SWEB
1. Board analysis of complaints received
direct from customers on electricity
accounts: _
- 1979-80 316 267 135*
1980-81 295 295 134*
1981-82 174 230 271 132*
1982-83 161. 156 365 116*
1983-84 151 183 - 384 92+
2. Complaints to Consultative Council:
(@) Accounts 198182 433 386 186 442
_ _ - 1982-83 354 383 246 446
N 1983-84 458 661 333 399
(b) Tariffs  1981-82 45 4 16 82
- 1982-83 35 9 30 58
"1983-84, 37 20 32 40

Sources: 1.-NEEB, SEEB, EMEB
2. NEECC, SEECC, EM

and SWER,
ECC and SWECC.

* Analysis of written complainis 10 board Headquarters.
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