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NATURAL GA%L DISTRIBUTION AND SALE (STANDARDS OF
FERFORMANCE) REGULATIONS 2007

IN exercise of the povvers conferred on the Energy Commission by section 27 of
the Energy Commiszion Act 1997, Act 541 and acting in consultation with the
Public Utilities Regulziory Commission these Regulations are made this 5th day of
December, 2007.

Service connection

Application for a service connection
1. (1) A personmay apply to alocal distribution company for a service con-

~~ nection by completing and submitting an application form provided by the distribution

company. .
(2) A distribution company shall provide the customer with an estimated
cost of connection within

(a) five working days if the connection is to be made from an existing
supply pipeline; or

(b) tenworking days if the connection requires a service line extension.

(3) Where the applicant pays the estimated cost of connection, the distribu-
tion company shall provide supply within

(a) thirty-five working days if the connection is to be made from an
existing supply pipeline; or '

(b) sixty working days ifthe connection requires a service line extension.

Metering
2. (1) Adistribution company, with the approval of the Commission shall

(a) provide, install and maintain a meter that will measure and record
the amount of natural gas supplied to the customer within the speci-
fied accuracy limits of that meter’s class;

(b) fix themeter to the customer s premises or some other place on the
customer’s premises designated by the customer, and position it in
away as to allow for easy access;

(c) ensure that the meter is robust and easy to read by the customer;

(d) ensure that the accuracy of the meter is maintained throughout its
usage and in accordance with the applicable metering code in
respect of regulations on occupational, health and safety;

(¢) testandifnecessary calibrate a customer’s meter periodically;

() carry out meter replacement of its distribution system for any meter
that has been in service for twenty vears;

(8) seal ameter installed at the customer’s premises in the presence of
the customer or the customer’s representative, who shall ensure
that the seal is firmly in place;
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(h) replace the meter or provide an appropriate alternative to resto
natural gas supply to the customer where the meter becomes d
fective;
(1) ensure that facilities for the purchase of units for prepayment mete
are available at all its customer service centres for a mmimum of
least ten hours each working day subject to the Labour Act, 20(
(Act651); and
() provide weekend facilities for the purchase of units for prepa
ment meters in at least one customer service centre ineac.  per
tional district. '
(2) Despite subregulation (1)(g), a distribution company may break a se
on ameter during testing, maintenance or repair and shall upon completion, rese
the meter in the presence of the customer or the customer’s representative.

(3) The Commission shall in furtherance of subregulation (1)(e), determn

the frequency of calibration depending on the type of meter used by the distributic
company.

Meter repositioning

3. (1) A distribution company shall at the request of a customer for a ne
position of the customer’s meter give the customer an estimated cost of executir
the request within seven working days after the date of receipt of the request.

(2) Subjecttoregulation 22, a distribution company that fails to— mp
with sub-regulation (1) is liable to pay the sum prescribed in the First Scheaule,
the customer.

Accuracy of meter

4. (1) A distribution company shall install an electronic meter with not mo
than zero point two percent accuracy or a mechanical meter with not more than o1
percent accuracy on a customer’s premises.

(2) When adistribution company 1s nofified by a customer
(a) that the natural gas meter on the customer’s premises is or m
have been operating outside its permitted margins of error; or
(b) ofthe occurrence of an event or the existence of a circumstan
which the distribution company should reasonably expect to rest
in where the customer’s meter is operating beyond its margins of errc
the distribution company shall ensure that an appropriate person visits the customer
premises to investigate and where necessary, replace the meter in accordance wi
regulation 6.
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(3) Subject to regulation 22, a distribution company is liable to pay to the
customer the sum prescribed in the First Schedule if the distribution company fails
to comply with subregulation (2).

Resolving meter disputes

5. (1) Wherea customer alleges that a distribution company’s meter is defective,
the distribution company shall send the alleged defective meter for calibration by an
independent person.

(2) Thedistribution company shall be solely responsible for the payment of
eny cost incurred in sending the meter for an independent calibration and the pro-
rated difference of the under-supplied gas from the date of the complaint to the date
the meteris eventually connected, if the meter turns out to be indeed defective after
the independent calibration.

(3) The customer shall be solely responsible for the payment of any cost
incurred in sending the meter for an independent calibration, if the meter is found
not to be defective after the independent calibration.

Réplac-emeﬁt of defective meters

6. Where a distribution company is required to replace a customer’s clearly
defective meter, the distribution company shall install the meter within forty-eight
hours after the notification and not at the customer’s expense.

Meter replacement
7. (1) A distribution company shall prepare and submit an audit report giving
details of any meter aged twenty years and a programme for the replacement to the
Commission. ,
(2) The Commuission shall inform the Public Utilities Regulatory Commission
of any distribution company which does not comply with subregulation (1).
(3) A distribution company that contravenes subregulation (1), shall pay the

penalty that the Commission in consultation with the Public Utilities Regulatory Com-
mission may determine.

Quality of supply of natural gas
Composition of natural gas
8. A distribution company shall ensure that the composition of natural gas sup-

plied to a customer is not contaminated and is of the quality specified in the Second
Schedule.

Supply pressure and flow rate

9. (1) A distribution company shall ensure that the pressure at the pomt of supply
to acustomer’s premises or installation is within the maximum and minimum supply
pressure limits agreed on between the customer and the distribution company.

4
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(2) The distribuion company shall ensure that the daily volume of natural gas
supplied to a customer’s premises is as agreed between the customer and the dis-
tribution company.

Systcm pressure complaints
10. (1) A customer shall make a complaint to its distribution company
(a) ofanysupply pressure fluctuation outside the agreed variation limit
in furtherance of regulation 9(1); or
(b) ofthe occurrence of an event within the distribution company’s
distribution network which in the customer’s opinion mightr
sonably be a cause of a supply pressure flictuation to the customer’s
- premises, outside the agreed variation limits.
(2) The distribution company shall from the date of receipt of the supply
pressure: complaint,
(a) visit the customer’s premises to investigate and rectify the cause of
the complaint; or
(b) send an explanation of the probable cause of the customer’s com-
plaint to the customer _
(3) Subject to regulation 22, a distribution company is liable to pay
compengation to a customer, of the sum prescribed in the First Schedule if the distri-
butior; company contravenes subregulation (2).

Safety of supply .
11. (1) Adistribution company shall comply with occupational, health and safety
requirements contained in Regulations in respect of natural gas.

' (2) A distribution company that becomes aware either by being informed
by the public or otherwise that its distribution system at a particular locality is faulty
and may pose danger to the public from the time of becoming aware of the fault,
shall visit the locality and isolate the faulty part of the distribution service network

within
| fa) twohours, where the location of the fault is within a thirty kilometer
radius;
) four hours, where the location of the fault is within a sixty kilometer
~ radius; or
(c) five hours, where the location of the fault is within a radius of sixty
kilometers and above

from the district or regional office of the distribution company where the information

was received.
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(3) The distribution company shall place danger notices to warn the public
of the danger.

(4) A distribution company shall provide education and training for its customer
to enable that customer use natural gas in a manner that would not make the distri-
bution company’s distribution system unsafe.

(5) Subject to regulation 22, a distribution company that contravenes this
regulation is liable to pay the customer compensatlon of the sum prescribed in the
First Schedule.

Rellablllty of natural gas supply

"""" "12. (1) A distribution company shall ensure that the average natural gas inter-
ruption duration for a customer served in respect of an operational period of one
year does not exceed thirty hours.

(2) Adistribution company is liable to pay to the customer compensation of
the sum prescribed in the First Schedule if the distribution company fails to comply
with subregulation (1).

(3) Thedistribution company shall prepare a quarterly report indicating
compliance with regard to the performance indicators specified in the Third Schedule
and shall submit the report to the Comrmssmn and the Public Utilities Regulatory

~ Commission.

(4) Each year the distribution company shall

(a) keep and make available to the Commission on request, adequate
records of natural gas supply interruptions to support its annual
report of reliability performance levels achieved;

(b) provide the Commission with specific reports on its operations in

| accordance with the requests of the Commission;

(c) classify each customer’s interruption in terms of primary causes of
the interruption; and

(d) include in the annual report, a record of natural gas supply interrup-
tions, and the levels of performance achieved with respect to the
standards specified in the Third Schedule.

(5) The distribution company is liable to pay the sum prescribed in the First
Schedule to the Commission, if’it fails to

(@) submitquarterly and annual reports of its operations within the stipu-
lated periods to the Commission; or

(b) respond to requests of the Commission for specific reports on its
operations within the stipulated period.
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Natural gas interruptions

Interruption for planned maintenance

13. (1) A distribution company may disconnect or interrupt natural gas supply
to a locality or a customer for the purpose of carrying out planned maintenance,
including repair and installation of new equipment.

(2) Except in a situation of emergency, a distribution company shall not
exercise its power under subregulation (1) unless the distribution company informs
the customer of the intended disconnection or interruption, and stipulates the
approximate duration of the disconnection or interruption through

(a) public notice; or
(b) direct contact by telephone, electronic mail, or any other appropriate
information technology system.

(3) For the purpose of subregulation (2)(a), the public notice shall be given
for a period of not less than three working days after which supply may be inter-
rupted.

(4) Where the distribution company interrupts supply, the distribution com-
pany shall restore natural gas supply within the stipulated period.

Notice of planned supply interruption
14. (1) Subject to regulation 22, where a distribution company interrupts supply

to the customer’s premises for the purpose of discharging that distribution company’s
obligations under the law

| (a) without notifying the customer as required under regulation 13, or

(b) onaday other than the day specified in a notice of interruption:

the distribution company is liable to pay compensation of the sum prescribed . ae
First Schedule to the customer.

q (2) A customer shall lose the right to a claim under sub-regulation (1), if the
¢ustomer does not make the claim on the distribution company for compensation
within ninety days from the date of the unnotified interruption.

Emergency interruption of supply or disconnection

15. (1) A distribution company may disconnect or interrupt supply to a cus-
tomer in an emergency situation without notice to the customer and immediately
advise the customer.
J (2) The distribution company shall take the appropriate measures to rectify
the situation and immediately advise the customer.

Curtailment programme

- 16. (1) A distribution company shall prepare a gas curtailment programme to
be implemented in the event of an emergency interruption or diminution of gas
supply and submit it to the Commission and the Public Utilities Regulatory Com-
Jmission.
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(2) Theprogramme shall take into consideration
(@) requirements for social needs such as hospitals and schools;
(b} thenecessaryrequirements for industrial and commercial users to
operate essential equipment to avoid damage to industrial plants;
(c) availability of alternate sources of fuel or energy to the customers;
and

(d) anycustomer who has contracted for interruptible service.

Restoration of supply after interruptions

Rectification of faults
17. (1) Adistribution company shall on notification of the occurrence of a dis-
tribution network fault, rectify the reported fault and restore natural gas supply to
the affected customer
(a) within twenty-four hours where a minor fault occurred, or
(b) within one hundred and twenty hours where a major fault that would
require capital intensive equipment replacement occurred.

(2) The periods stated in this regulation do not apply to faults associated
with natural disasters.

~ (3) Where a customer’s natural gas supply is disconnected in accordance
with Rules or Regulations in respect of the technical and operational aspect of the
distribution and sale of natural gas, the distribution company shall restore the natural

gas supply within forty-eight hours after the customer has complied with the Rules
or Regulations. .

Restoration of supply
18. (1) Whereareportofa failure of fault in or damage to a distribution company’s
distribution system 1s made to the distribution company
(a) byacustomer, resulting in an interruption of supply to the customer’s
premises;
(b) by aperson other than the customer; or
(c) through an alert mechanism of the operation of an automatic system
situated in the distribution company’s distribution system,
the distribution company is liable to pay the sum prescribed in the First Schedule to
the customer if supply of the natural gas to the customer’s premises is interrupted

and supply 1s not restored to the customer’s premises within the period prescribed
under regulation 17.

(2) Without limiting subregulation (1), the distribution company shall pay
the equivalent sum paid under subregulation (1) for each succeeding twelve hour
period following non-compliance with subregulation (1).
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(3) Subre qulation (1) does not apply where
(a) ' the circwnstances stated in regulation 22 exist;

(b) the distribution company could not be reasonably aware of the
failure to restore the supply;

(c) supply o the premises or area is through a gas pipeline situated on
or undler ariver or sea bed;

(d) thepremises to which the supply was interrupted is situated on an
island and an alternative means was not normally available to the
distributor to supply the premises on that island; or :

(e) thedistribution company has not received a claim for compensa.,. N
from the customer in respect of the conditions stipulated in sub-
regulation (1) within ninety days after the date of restoration of the
supply to the customer’s premises.

Common obligations

Appoin tments
- 19. (1) A distribution company shall notify a customer of the distribution
campaﬁy’s intention to visit the customer’s premises to undertake the distribution
compar’y’s obligation under the Rules or Regulations in respect of the technical and
operatlﬁ)nal aspect of the distribution and sale of natural gas.

(2) Acustomer may request a distribution company to visit the customer’s
premisézs to undertake obligations imposed on the distribution company under these
Regulations. |

(3) A distribution company that

(a) fails to keep an appointment made with a customer to visit the
customer’s premises pursuant to sub-regulation (1); or
(b) fails to make an appointed visit to a customer after granting a
+ request to visit a customer’s premises under subregulation (2),
is liable tg pay to the customer the sum prescribed in the First Schedule.

.(4) The Public Utilities Regulatory Commission shall determine the quantum
of damagy: incurred by a customer if the distribution company and the customer are
unable to reach an agreement on the quantum of damage incurred by the customer
as aresult of the distribution company’s failure to visit.

(5} Subregulation (3) does not apply where

(a) thevisitis for the purpose of terminating the customer’s supply; or

(b} the visitisin response to information received under regulations
4(2), 10(1) or 18(1).
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Disputes

20. (1) A distnibutioncompany or customer may refer a matter of dispute be-
tween the distribution company and the distribution company’s customer, to the

Public Utilities Reguiatory Commission.

' (2) Where a dispute is referred to the Public Utilities Regulatoty Commis-
sion for determination, the customer and the distribution company shall furnish the
Public Utilities Regulatory Commission or a person appointed by the Public Utilities
Regulatory Commission, with anyrelevant evidence requir ed to enable the proper
determination of the dispute.

(3) Where the determination of a dispute results in an order requiring the
distribution company to make a payment to the customer and the distribution company
fails to make that payment, the customer may set-off the amount ordered to be
paid against any amount owed by the customer to the distribution company.

(4) A determination made with respect to a dispute brought before the
Public Utilities Regulatory Commission may include a provision requiring the payment
of costs or expenses incurred by the Public Utilities Regulatory Commmsmn and
the successful party, to be borne by the unsuccessful party.

Payments

21. (1) Adistribution company that is required to make payment to a customer
under these Regulations is liable to pay the sum prescribed in the First Schedule in
addition to the original sum accrued, where the distribution company fails to notify
the customer that payment is due and make payment to the customer of the sum
required.

(2) Subregulation (1) does not apply where a dispute exists between the
distribution company and the customer.

(3) Where a distribution company is required to make a payment under
these Regulations to a customer, the distribution company may make payment to
the customer within thirty days.

Exemptions
22. Adistribution company is exempted from paying a customer, the sums pre-
scribed in the First Schedule, if the failure to comply with these Regulations is as a
result of
(a) severe weather conditions;
(b) 1nability to obtain access to the customer’s premises;
(c) industrial action by the employees ofthe distribution company;
(d) fiivolous or vexatious information or a complaint;
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(e) circumstances that are likely to result in the breach of an enactment
if the distribution company took the action;

(f) thedispatch of information by the customer to the wrong address
of the distribution company or the use by the customer of a tele-
phone number outside the distribution company’s advised working
hours, where information is required to be provided by the cus-
tomer to the distribution company; or

(g) some other circumstance of exceptional nature which in the opinion
of the Commission is reasonably beyond the control of the d*=tri-
bution company.

Effect of notification
23. (1) A distribution company shall provide an emergency contact facility to
its customers.

(2) Where arequest, complaint or a notification of the occurrence of an
event is made outside a distribution company’s working hours by a customer to the
distribution company under regulations 3, 4(2), 6 or 11(2), the request, complaint
or notification shall take effect from the next hour.

Notice of rights
24. (1) A distribution company shall prepare and periodically revise a customer
charter summarising the rights and responsibilities of customers as well as the level
of service customers are to expect in a form and content that can reasonably be
understood by customers.
(2) Thedistribution company shall
(a) lodge acopy of the customer charter , and any revision made to the
charter with the Commission and the Public Utilities Regulatory
Commission, prior to its release to customers;
(b) despatch to each customer, a copy of the statement once in every
twelve months; and
(c) displayacopy of the statement in its current form conspicuously at
its premises.
(3) The distribution company shall prepare a statement for residential, com-
mercial and industrial customers respectively.

Performance reporting
25. (1) A distribution company shall
(a) prepare a statement indicating its compliance with the Rules in
respect of the technical and operational aspect of the distribution
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and sale of natural gas, the levels of performance achieved with
regard to the Rules, in a form and content that can reasonably be
understood by customers; and

(b) periodically revise the statement.

(2) Thedistribution company shall _

(a) lodge a copy of the statement, and any revision made to the state-
ment with the Commission and the Public Utilities Regulatory Comi-
mission, before releasing it to any customer;

e (b) despatch to each customer, a copy of the statement once in every
twelve months; and . '
(c) displayacopy of'the statement in its current form conspicuously at
its premuses.
(3) Thedistribution company is liable to pay a fine of two hundred and fifty
penalty units to the Commission if it fails to comply with sub-regulations (1) and (2).

Contraventions by bodies corporate

26. Where a provision of these Regulations is contravened by a distribution
company established as a body corporate, a partnership or cther finm, every director
or officer of that body corporate or any member of the partnership or firm or other
person concerned with the management of the distribution company shall be con-
sidered to have contravened the provision and is liable to pay compensation for any
damage resulting from the contravention, unless the person proves to the satisfaction
ofthe court that

(a) duediligence was exercised to secure compliance with the provisions
ofthese Regulations; and

:_ (b) the contravention occurred without the person’s knowledge,
' 9 consent or connivance.

Interpretation
27. Inthese Regulations unless the context otherwise requires,

“Act” means the Energy Commission Act, 1997 (Act 541);

“connection fee” means the estimated cost of connecting an applicant
from a main pipeline to that applicant’s premises;

“customer” includes a person that purchases or receives natural gas for
consumption and not for delivery or resale to any other person and
a person that owns or occupies premises where natural gas is
supplied;

“customer meter” means the meter provided by a distribution company
to measure the transfer of natural gas from the distribution
company to¢ a customer,
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“customer service centre” means a facility provided by the distribution
company for the collection of bills, sale of prepaid meter cards and
receipt of complaints from customers;

“distribution company’”’ means a person licensed under the Act as a public
utility to distribute and carryout a retail sale of natural gastoa
customer in an area or zone designated by the Commission ;

“distribution system” means a system consisting of distribution mains,
service lines, compressors, meters, and other ancillary equipment
interconnected for the supply of natural gas;

“emergency’’ means an imminent occurrence of asituation that is out of
the ordinary and that threatens to endanger a person, public safety
or cause damage to property;

“maximum supply pressure” means the maximum pressure at which natural
gas is supplied to a customer;

“meter’” means natural gas meter;

“minimum supply pressure’”’ means the minimum pressure at which natu-
ral gas is supplied to a customer;

“minor fault” means a fault affecting a service line to one customer;

“major fault” means a fault affecting the distribution system;

“natural gas” means any hydrocarbon or a mixture of hydrocarbon and
other gases which at a temperature of sixty degrees Farenheit an<
at atmospheric pressure are predominantly in a gaseous state;

“Public Utilities Regulatory Commission” means the Public Utilities
Regulatory Commission established under section 1 of the Public
Utilities Regulatory Commission 1997 (Act 538); and

“service line” means a pipeline distribution network for natural gas that
ends at the outlet of the customer’s meter. |
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Interpretation
| 25, In these Rules unless the context otherwise requires,

“Act" means the Energy Commuission Act, 1997, (Act 541);

"advance deposit” means an amount that has been lodged with the dis-
(ribution company by a customer as security against default in the

) payment of the natural gas bill for the first three months of supply;
(;) “approved natural gas rate” means a rate approved by Public Utilities
Regulatory Commission;
|~ “bill" means a natural gas consumption bill;
‘ “hilling cycle” means a regular recurrent time and date within which a
distribution company submits bills related to natural gas to a
customer;

“certified technician” means a person certified or licensed by the Com-
mission to install or repair a natural gas pipeline, equipment or
appliance;

"Commission” means the Energy Commission established under section
| ofthe Energy Commission Act, 1997 (Act 541);

“commercial customer” means a person whe is involved in commercial
activities and contracts to purchase natural gas from a distribution
company for commercial purposes; '

“customer” includes a person that purchases or receives natural gas for

consumption and not for delivery or resale to any other person,
and a person that owns or occupies premises where gas is supplied;
¢ “distribution company” means a public utility licensed under the Act to
distribute and carry out retail sale of natural gas to a customer in an
‘ area or zone designated by the Commission;

“customer meter’’ means the meter that measures the transfer of natural

|_ gas from a distribution company to a customer;

“distribution system’ means a system that consists of service lines,
compressors, meters, and other ancillary equipment interconnected
for the supply of natural gas;

“Installation Completion Certificate’” means a notice of authentication
that indicates the successful completion of a piping installation for
natural gas from the distribution company’s meter to the end user’s
appliance;

“industrial customer” means a person that uses natural gas for manufac-
turing or processing;
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“natural gas” means any hydrocarbon or a mixture of hydrocarbon and
other gases which at a temperature of sixty degrees Fahrenheit
and at atmospheric pressure are predominantly in a gaseous state;

“reasonable amount” means

(a) the average units used by the customer over the previous
twelve months where service has been provided for a
period of twelve months or more,

(b) the average units used by the customer for the period that
the service was provided where service has been provided
forless than twelve months, and A

(c) sixtypercent of the units used or estimated units used where

theserviceisnew;and

“residential customer’’ means a person who uses natural gas in the home
for domestic purposes.
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