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.Reference: Task Description
 

1.0 	 WAPDA is committed to serve its customers in an 
efficient manner at the lowest possible cost, all the 
while striving to improve its relationship with its 
customers. The EC/LM program was developed and designed 
on these principles. 

Since electric energy cannot be stored, it must be 
generated and distributed at the ti.nie of customer's 
demand. This means that WAPDA must be prepared to meet 
ils demand whenever it occurs. The inability to meet 
this demand results in loadsheddlng, which is 
unacceptable to both WAPDA and its customers. 

Because the amount of electricity each customer's 
demand is constantly changing, the amount of 
electricity WAPDA must generate varies over the clay, 
week, arid year. Load is generally lower during the 
night and peaks durinig the evening hours. During slack 
hours only the most efficient generation is operated
which helps to save fuel. High cost thermal goneration 
is used to he].p meet the peak demand. Therefore, when 
customers limit their usage and peak demand (especially
during peak hours) they save money collectively by 
reducing WAPDA fuel costs which then are realized in 
lower future fuel adjustment charges. WAPDA and its 
customers save in the long run, also, because, 
initially loadsheddi ng can be reduced, and later 
construction of generating units can be postponed. 

The Energy Conservation/Load Management (EC!I,M) program 
involves promoting conservation; promoting rate 
structures that more accurately reflect the costs of 
producing electricity; advising customers on load 
control app]ications; encouraging self generation;
advising customers on shift.ing load; and assisting 
customers in resolving customer problems when made 
known to EC/LII personnel. 

The success of energy use management depends upon the 
cooperation of the customers, who must be wil].ing to 
take advantage of WAPDA"s energy use management
services and put them to use. If successful, this 
program can be significant in achieving WAPDA's 
objective to eliminate loadshedding, improve customer 
relations and serving electric energy at the lowest 
possible cost.
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Reference: Task Description
 

1.1 	 The General Manager - Customer Services is responsible 
for: 

1.2 	 Advising Managing Director-Distribution on all 
Commercial policies and other matters concerning
 
Customer Services.
 

1.3 	 Administering the Energy Conservation/Load Management 
Program throughout WAPDA. 

1.4 	 Evolving, developing and administering the policies and 
approving amendments in procedures of WAPDA's Customer 
Services i.e. , Customer Relations, Customer Contacts, 
Customer Energy Conservation and Load Management. 

1.5 	 Settling customer disputes involving commercial and 
tariff considerations. 

1.6 	 Exercising funct i.onal control over- and providing 
functional guidance to, Customer Services, Energy 
Conservation & Surveillance personnel in the Area 
Electricity Boards.
 

1.7 	 Providing assistance to Tariff Directorate as required 
to develop Tariff for achieving Energy Conservation and 
Load Management objectives. 

1.8 	 Coordinating all Customer Services activities with 
other General Managers through written and verbal 
communication to assure a united and concentrated 
effort to improve service to the customer. 

1.9 	 Scrutinizing and checking month Iy reports and 
submitting to the Managing Director - Distribution 
Services and others detailing Custnmer Services and 
Energy Conservation & Surveillance act.ivities to keep
superiorn informed and recommending changes in policies
and procedures to improve service to customers. 

1.10 	 Keeping abreast of current affairs affecting Customer 
Services through necessary relationships with other 
units of WAPDA, architectr4 and engineers, customers, 
government agencies, and professional and technical 
organizations to assure quality service to customers 
and approve improvements/amendments in the EC/LM 
procedures.
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Reference: Task Description
 

1.11 	Determining the need for surveys and special studies,
 
for improving EC/LM services to assure that policies
 
and procedures are effective.
 

1.12 	Monitoring the achievements against budget.
 

1.13 	Identifying training needs and providing such training
 
through the Training function to assuro qualify
 
Customer Service for EC/LM.
 

1.14 	Coordinating the development of a co-generation program
 
by evaluating potential installations to reduce peak
 
system demand and improving the load factor of WAPDA
 
Customers through AEB.
 

1.15 	Undertakes other responsibilities as assigned.
 

2.0 	 The Director General - Energy Management is responsible
 
to the General Manager - Customer Services, for:
 

2.1 	 The functional operation of, and providing functional
 
guidance to 'Energy Conservation and Load Management'
 
personnel in the Area Electricity Boards.
 

2.2 	 Administer policies, procedures and practices relating
 
to Energy Conservation and Load Management and insures
 
prompt advise, assistance and service to customers in
 
this respect.
 

2.3 	Administer policies, procedures and practices relating
 
to Energy Surveillance and ensures continuous vigilance
 
of customers in safeguarding WAPDA's interest in he
 
sale of energy.
 

2.4 	 Identify training needs in energy management and
 
provides for such training through the training
 
function i.e., D.T.I.
 

2.5 	Develop and administer a co-generation program.
 

2.6 	Providing assistance to Tariff Directorate as required
 
to develop tariff for achieving EC/LM objectives.
 

http:Sectio..........EC
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Reference: Task Description
 

2.7 	Administer policies, procedures and practices for the
 
detection, investigation, documentation and pursuit of 
legal formalities dealing with all unauthorized use of
 
energy.
 

2.8 	 Prepare formal monthly reports and submits to the G.M.-

Customer Services and others detailing Energy
 
Management activities to keep superiors informed and 
recommending changes in policies and procedures for 
overall improvement

2.9 	 Keep abreast of current affairs affecting Energy 
Management area through necessary relationships with 
other units of WAPDA, architects and engineers,
 
customers, governmental agencies and professional and 
technical organizations and recommends improvements and
 
amendments in the EC/LM procedures.
 

2.10 	Determine the need for surveys and special studies in 
the area of energy management providing analysis of the 
data to assure that policies and procedures are 
effective.
 

2.11 	Ansures qualified staffing of the EC/LM Cell, 
promotions, demotions, transfers, hiring and release of 
personnel within the delegated powers. 

2.12 	Undertake other responsibilities as properly assigned.
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Reference: Task Description
 

3.0 	The Director - EC/LM is responsible to the D.G.- Energy 
Management; for developing and administering the 
policies, procedures, and practices of the Area 
Electricity Board's EC/LM function dealing with 
Customer Relations and Customer Contact, for 
recommending change in such policies, procedures, 
practices and programs that affect all classes of 
customers; for issuing instructions implementing 
Customer Service policies regarding the EC/LM function. 

3.1 	Develops, directs, and administers Customer Service
 
policies, procedures and practices relating to Energy
 
Conservation and Load Management through his
 
subordinates to improve customer relations, reduce
 
waste of electrical energy and improve the load factor
 
of the WAPDA customers.
 

3.2 	 Develops, directs, and administers policies, procedures
 
and practices relating to the quality of service to
 
customers and customer complaints by monitoring such
 
activities to insure prompt and fair treatment to all
 
customers.
 

3.3 	 Identifies training needs and provides for such 
training through the Training Section to assure 'that 
all EC/LM personnel are qualified to perform their 
duties

3.4 	 Coordinates the potential installation of co-generation
 
on private sector generation between the customers and 
WAPDA.
 

3.5 	 Coordinates all Customer Relations EC/LM, activities
 
with other WAPDA sections through written and verbal 
communication to assure a united and concentrated
 
effort to improve service to the customers.
 

3.6 	Providing assistance to Tariff Directorate as required 
to develop tariff for achieving EC/LM objectives. 

3.7 	 Prepares formal monthly reports and submits to the 
Director General - Energy Management for the General 
Manager - Customer Service detailing customer services 
activities, keeping superiors informed, and
 
recommending changes in policies and procedures to 
improve service to customers.
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3.8 	 Keeps abreast of current affairs affecting Customer
 
Service through necessary relationships with other
 
units of WAPDA, architects and engineers, customers,
 
governmental agencies, and professional and technical
 
organizations to assure quality service to customers.
 

3.9 	 Determines the need for surveys and special studies,
 
providing analysis of the data to assure that policies
 
and procedures regarding EC/L1I are effective.
 

3.10 Observes safety regulations and ensures their
 
compliance.
 

3.11 	Recommend amendments in the EC/LM manual procedures.
 

3.12 	Undertakes other responsibilities as properly assigned.
 

4.0 	 The Dy.Director - Industrial/ Commercial is responsible
 
to the Director-EC/LM; for developing and administering
 
the EC/LM policies, procedures and practices and
 
programs of the Area Electricity Board's industrial and
 
commercial customers and for providing EC/LM assistance
 
and functional guidance to Area Electricity Board's
 
Assistant Directors - Industrial/Commercial.
 

4.1 	 Under the guidance of the Director - Customer Relations
 
EC/LM, develops, directs, and administers industrial
 
and commercial Customer Service EC/LM policies,
 
procedures, practices and programs to improve and
 
assure quality customer relations, reduce waste of
 
energy, and improve the load factor of WAPDA customers.
 

4.2 	 Under the guidance of the Director - EC/LM, develops, 
directs and administers EC/LM policies, procedures, 
practices and programs for industrial and commercial 
customers relating to the quality of service and EC/LM
 
related customer complaints by monitoring the
 
activities of the Area Electricity Boards, including
 
field visits, to assure program objectives are met.
 

4.3 	Analyzes instructional and developmental requirements 
of Area Electriqity Board industrial and commercial 
personnel and provides for and/or presents training to 
such personnel to assure qualified employees and 
quality customer contacts. 
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Reference: Task Description
 

4.4 	Directs activities relating to customer self generation
 
through visits to the Area Electricity Board and direct
 
customer contact.
 

4.5 	Maintains relationships with other sections of WAPDA, 
through written and verbal communications to assure a 
united and concentrated effort to assure program 
objectives are met. 

4.6 	Coordinates preparation of monthly reports covering 
industrial and coiiunercial customers EC/LM activities in
 
the Area Electricity Boards, and prepares a
 
consolidated monthly report to the Director - EC/LM 
detailing industrial Customer Service activities to 
keep superiors informed and improve service to 
customers.
 

4.7 	 Keeps abreast of current affairs affecting service to
 
industrial and commercial customers through necessary 
relationships with other sections of WAPDA, its 
customers, governmental agencies, and professional and 
technical organizations to assure quality service to
 
customers.
 

4.8 	Develops applicable programs of a technical natur'e for 
presentation to customer groups and students. 

4.9 	 Informs Area Electricity Boards of current technology 
by disseminating up-to-date information on most 
efficient industrial and commercial energy application 
methods, equipment, and techniques to promote effe)ctive 
customer contacts. 

4.10 	Contacts customers directly or with appropri.ate Area 
Electricity Board personnel as required where such 
contacts are regarded as advisable for support and 
training, and to monitor field activities. 

4.11 Conducts surveys, performs special studies and provides
 
analysis of data as appropriate.
 

4.12 	Undertakes other responsibilities as assigned.
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5.0 	The Deputy Director - Agricultural/Domestic is 
responsible to the Director - EC/L1; for developing and 
administering the policies, procedures and practices, 
and programs of the Area Electricity Board's domestic 
and agricultural customers for providing technical 
EC/LHI assistance and functional guidance to Area 
Electricity Board's Assistant Directors - Dome'stic/ 
Agricultural

5.1 	 Under the guidance of the Director- EC/LM, develops, 
directs, and administers domestic, agricultural and 
small commercial Customer Service EC/LM policies, 
procedures, practices and programs to improve and 
assure quality customer relations and provide guidance 
to reduce waste of energy and improve the load factor 
and power factor of WAPDA customers. 

5.2 	 Under the guidance of the Director--EC/LM, develops, 
directs, and administers policies, procedures, 
practices and programs for domestic, agricultural and 
small commercia; customers relating to quality of 
service and EC/LM re lated customer complaints by 
monitoring the activities of the Area Electricity
 
Boards, including field visits, to assure program
 
objectives are met.
 

5.3 	 Analyzes instructional and development requirements of 
Area Electricity Board's Domestic/Agricultural
 
personnel and provides for arid/or presents training to 
such personnel to assure qualified employees and 
quality customer contacts. 

5.4 	 Maintains relationships with other sections of WAPDA 
through written and verbal communications to promote a 
united and concentrated effort to achieve program 
objectives.
 

5.5 	 Coordinates preparation of monthly reports covering 
domestic customer E0/LH activities in the Area 
Electricity Boards, and prepares a consolidated monthly 
report to the Director - EC/LM detailing domestic, 
agricultural and small commercial customer service 
activities to keep superiors informed and improve 
service to customers. 
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5.6 	Develops applicable programs of a non-technical nature 
for presentation to customer groups and students. 

5.7 	 Keeps abreast of curre1im affairs affecting service to 
domestic, agricultural and small commercial customers 
through necessary relationships with other sections of 
WAPDA, customers, governmental agencies, and techniical 
organizations to assure quality service to customers.
 

5.8 	 Informs Area Electricity Boards of current technology 
and procedures by disseminating up-to-date information 
on efficient energy applications, equipments, and
 
techniques to promote effective customer contacts.
 

5.9 	 Observes. safety regulations and ensures their
 
compliance.
 

5.10 	Contacts customers directly or with appropriate Area 
Electricity Board personnel as required where such
 
contacts are regarded as advisable for support and
 
training, and to monitor field activities. 

5.11 	 Conducts surveys, performs special studies, and 
produces analyses of data as appropriate. 

5.12 	 Undertakes other responsibilities as properly assigned. 

6.0 	 The Assistant Director - Industrial/Commercial is 
responsible to the Deputy Director - Industrial/ 
Commercial, assisting him in developing and 
administering the policies, procedures and practices of 
Energy Conservation/Load Management (EC/LM); in 
recommending changes in such policies, procedures, 
practices and programs that affect all industrial/ 
commercial customers; in issuing instructions 
implementing such policies, procedures and practices. 

6.1 	 Assists in the functional operation of, and providing 
functional guidance to -EC/LM personnel in the Area 
Electricity Boards. 

6.2 	 Monitors policies, procedures and practices relating 
to Industrial/Commercial EC/LM field activities. 

6.3 Prepares formal monthly reports as required by the 
Deputy Director - Industrial/Commercial. 
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6.4 	 Carries out amendments in the EC/LM Manual, as directed
 
by his superiors.
 

6.5 	 Assists in coordinating EC/LM activities with other
 
sections to assure a united and concentrated effort to 
achieve objectives.
 

6.6 	Assists in conducting surveys and studies in the areas
 
of EC/LM as directed by his superiors. 

6.7 	 Undertakes other responsibilities regarding EC/LM as
 
properly assigned.
 

7.0 	 The Assistant Director - Domestic/Agricultural is 
responsible to the Deputy Director - Domestic/ 
Agricultural, assisting hiim in developing and 
administering the policies, procedures and practices of 
Energy Conservation/Load Management (EC/LM); in 
recommending changes in Luch policies, procedures, 
practices aria programs that affect all doinestic/ 
agricultural customers; in issuing instructions 
implementing such policies, procedures and practices.
 

7.1 	 Assists in the functional operation of, and providing 
functional guidance to "EC/LM" personnel in the 'Area
 
Electricity Boards for customer education to reduce 
wastage of power arid improve power factor and load 
factor. 

7.2 	 Monitors policies, procedures and practices relating to
 
Domestic/Agricultural EC/LM tield activities.
 

7.3 	Prepares formal monthly reports as required by the 
Deputy Director - Domestic/Agricultur°al. 

7.4 	 Carries out amendments in the EC/LM manual, as directed
 
by his superiors.
 

7.5 	Assists in coordinating EC/LM activities with other 
sections to promote a united and concentrated effort to
 
achieve objectives.
 

7.6 Assists in conducting surveys and studies in the area 
of EC/LM, as directed by his superiors. 
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7.7 	 Undertakes other EC/LM related responsibilities as
 
properly assigned.
 

8.0 	The Director - Customer Services (AEB) is responsible 
to the Chairman (AEB) and is also functionally 
responsible to the Director General - Energy Management 
(11Q) 	 and has the following duties: 

8.1 	 Responsible for the functional operation of, and 
providing functional guidance to, Customer Services 
personnel in the AEB, Circles and Divisions.
 

8.2 	Directs Customer Services policies, procedures and 
practices relating to Energy Conservation & Load 
Management efforts, improved customer relations, 
reducing waste of electrical energy and improving the 
load factor and power factor of the WAPDA customer.
 

8.3 	 Identifies training needs and provides for such
 
training to assure quality customer service for EC/LM.
 

8.4 	 Coordinates the development of customer sel.f generation
 
programs by evaluating potential installations.
 

8.5 	Coordinates all Customer Services activities with dther
 
AEB 	 sections through written and verbal communication 
to assure a united and concentrated effort to improve 
service to the customer.
 

8.6 	Providing assistance to Tariff Directoi tte as required
 
to develop tariff for achieving EC/LM objectives.
 

8.7 	 Prepares formal monthly reports and submits to the CAEB
 
and D.G.(E.M) and others detailing customer services 
activities to keep superiors informed and recommending 
changes in policies & procedures to improve service to
 
customers.
 

8.8 	 Keeps abreast of current affairs affecting Customer 
Service through necessary relationships with other 
units of the AEB, architects and engineers, customers, 
governmental agencies, and professional arid technical 
organizations to assure quality service to customers. 
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8.9 	Determines the need for surveys and special studies,
 
providing analysis of the data to assure that policies
 
and procedures are effective.
 

8.10 	Provides data to the Tariff Directorate as required to
 

develop tariffs for achieving EC/LM objectives.
 

8.11 	Undertakes other responsibilities as properly assigned.
 

9.0 	The Deputy Director - Customer Relations EC/LM (AEB) is 
responsible to the Director - Customer Services for 
administration of WAPDA's policies, procedures, and
 
practices dealing with the Energy Conservation and Load
 
Management program.
 

9.1 	Administers and evaluates existing EC/LM policies,
 
procedures, and practices through subordinates to 
improve customer relations, reduce waste of electrical 
energy, and improve the load factor and power factor of
 
WAPDA customers.
 

9.2 	 Coordinates training programs as needed and recommends 
training activities leading to the development of EC/LM 
personnel to assure quality customer contacts. 

9.3 	 Administers customers self generation programs by 
evaluation and proposals. 

9.4 	 Coordinates all EC/LM activities with other WAPDA
 
sections through written and verbal communication to 
promote a united anid concentrated effort to improve 
service to the customer.
 

9.5 	 Prepares prescribed monthly reports and submits to 
Director - Customer Services AEB and Director EC/LM 
(HQ) to keep superiors informed. 

9.6 	 Keeps abreast of current affairs affecting Customer 
Service through necessary relationships with other 
units of WAPDA, architects and engineers, customers, 
governmental agencies, and professional and technical 
organizations to assure quality service to customers.
 

9.7 	 Conducts surveys and special studies,providing analysis 
of the data as appropriate to assure that current 
policies and practices regarding EC/LM are effective. 



Energy Conservation/Load Management
 

:Title 	 General Description Code Page

l.._.e_.cn.t_.:___[ ........ ................. ... o .rg t... on...............I...... ..... .... .. . E S' __ .-_.. .......... ...........3_
. .... 	....... a -. . . . ...... 1...


SecfPtAion'.......C 1Orailzation 
__~CL-GD1
 

Reference: Task Description
 

9.8 	 Carries out detailed energy audit of customers when 
required to identify the need for EC/LM and directs the 
customers to adopt EC techniques to reduce wasteful use
 
of energy and improve the power factor.
 

9.9 	Cooperates and maintains relationships with other 
sections of WAPDA as is required to perform* job
 
function.
 

9.10 	Represents WAPDA before outside organizations in
 
connection with EC/LM AEB.
 

9.11 	Observes safety regulations and ensures their
 
compliance.
 

9.12 	Recommends changes in policies and procedures to ensure 
that EC/LM measures are effective. 

9.13 	Undertakes other responsibilities as assigned. 

10.0 	The Assistant Director - Industrial/Commercial is 
responsible to the Deputy Director - Customer Relations
 
EC/LM; for initiating and maintaining a close 
relationship between WAPDA and large industrial, 
commercial, and institutional customers; for 
encouraging efficient and economic use of energy in 
customer operations; for assisting immediate supervisor 
in executing EC/LJM policies and procedures. 

10.1 	 Serves as designated contact representative for 
industrial and commercial accounts through personal 
calls and by written correspondence to assure quality 
service to the customer, to advise on Energy 
Conservation and Load Management equipment and 
techniques, to advise on power factor and load factor 
improvement and tariff ap'plication, to resolve customer 
complaints, and to advise on customers self generation 
applications. 

10.2 Keeps Deputy Director EC/LM (AEB) informed and advised 
of all activities by prescribed reports as required.
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10.3 	Maintains contact with applicable industry allies, 
including dealers, manufacturers, architects, and 
contractors whose activities have a . bearing on 
efficient electrical energy use of the customer. 

10.4 	Advises the customer in the wise selection proper
 
sizing, and efficient application of energy consuming
 
appliances and load management techniques.
 

10.5 	Keeps abreasL of customer plans for changes in existing
 
power requirements.
 

10.6 	Carries out detailed audit of selected groups of all
 
categories of the customers to identify the need for 
EC/LM and directs the customers to adopt EC techniques 
to reduce wasteful use of energy and improve the power 
factor. 

10.7 Cooperates and maintains relationships with other 
sections of WAPDA as is required to perform job 
function. 

10.8 	Represents WAPDA before outside organizations.
 

10.9 	Observes safety regulations and ensures *their
 
compliance.
 

10.10 Undertakes other responsibilities as assigned. 

10.11 Recommends changes in policies and procedures to 
ensure that EC/LM measures are effective.
 

11.0 	The Assistant Director - Domestic/Agricultural is 
responsible to the Deputy Director - EC/LM; for 
initiating and maintaining a close relationship between 
WAPDA and domestic, agriculture and small commercial 
customers; for encouraging efficient and economic use 
of energy in customer operations; for assisting 
immediate Supervisor in executing EC/LM policies and 
procedures.
 



Energy Conservation/Load Management
 

'Title General Description Code Page 
Sect n.... W / W ........ [E.C! LM-..GD .1 .................................................. ............
O rganiza tion........................
1............ 


Reference: Task Description
 

11.1 	Serves as designated contact representative for
 
domestic/agricultural (including tubewells) and small
 
commercial accounts through personal calls and by
 
written correspondence to assure quality service to the
 
customer, to advise customer on Energy Conservation and
 
Load Hlanagement equipment and techniques, to advise 
customer on power factor correction and tariff
 
application and to resolve customer complaints.
 

11.2 	Keeps Supervisor informed and advised of all activ.'ties
 
by prescribed reports as required.
 

11.3 	Maintains contact with applicable industry allies, 
including dealers, manufacturers, architects, and 
contractors whose activities have a bearing on 
efficient electrical energy use of the customer

11.4 Advises the customer in the wise selection, proper 
sizing, arid efficient application of energy consuming 
appliances and load management techniques. 

11.5 	Keeps abreast of assigned customer plans for changes in
 
existing power requirements.
 

11.6 	Carries out detailed energy audit of the selected
 
groups of all categories of the customers to identify
the need for EC/LM and directs the customers to adopt
 

ER techniques to reduce wasteful use of energy and 
improve the power factor.
 

11.7 Cooperates and maintains relationships with other 
sections of WAPDA as is required to perform job 
function. 

11.8 Represents WAPDA before outside organizations such as 
consumer groups and schools, presenting programs of a 
non-technical nature. 

11.9 	Observes safety regulations and ensures their
 
compliance. 

11.10 Undertakes other responsibilities as assigned. 

11.11 	 Recommends chonges in policies and procedures to 
ensure that EC/41 measures are effective. 



General Manager - Customer Services
 

:Procedure :Headquarters - General Description Code Pagel 
:Section Customer Services - Headquarters IECLM-01 011 

Reference: EC/LM Directorate Description
 

1.0 	 The EC/LM Directorate (HQ) compiles data to be used for
 
setting the EC/LM goals and objectives in total for
 
WAPDA (AEB-wise) for the next fiscal year.
 

1.1 	 An annual plan for the next fiscal year comprised of 
goals, objectives and costs is developed by the Gereral 
Manager - Customer Services. He obtains the support 
and approval of WAPDA's top management. 

1.2 	 The approved plan is communicated to the Chairman of
 
each Area Electricity Board who is responsible for
 
meeting the assigned goals through the AEB EC/LM
 
function.
 

1.3 	The Headquarter's Director EC/LM receive EC/LM activity 
reports from the AEBs Deputy Directors in the form of 
hardcopy arid computer diskettes. Data from the AEBs is 
consolidated by computer and the output is analyzed by 
the Director EC/LM. A copy of the report is forwarded 
to the D.G. - Energy Management along with an analys-. 
brief.
 

1.4 	 The D.G. - Energy Management briefs the G.M. - Customer 
Services on the current status of EC/LM activity on a 
frequent basis. 

1.5 	 The EC/LM Directorate monitors and controls the EC/LM 
function in the AEBs and provides support and 
functional guidance as required.
 



General Manager - Customer Services 

lProcedure :Headquarters - General Description: Code Pagel
 
Section Customer Services - Headquarters :ECLM-01 021
 
Pqs!.gp).at .ion..Gene ,a...Manage.r -Custome r Services. .....................
 

Reference: Procedures
 

2.0 	 In consultation with the D.G. - Energy Management and 
AEB Chairman, the G.M. - Customer Services will 
annually develop a plan with definite EC/LM objectives 
to be met during the next fiscal year. The plan will 
be prepared in the format of ECLM Form-09 (G.M. -
Customer Services Energy Conservation/Load Management 
Annual Plan) and four (4) copies submitted to the M.D. 
- Distribution prior to 01 June each year for approval. 

2.1 	The annual goals and objectives will be set on the 
realistic analysis of the identified avai].able 
potential, which will be assessed from the previous 
year reports. 

2.2 	 The plan of each AEB will be designed AEB-wise to meet
 
overall EC/LM goals and objectives, considering the
 
potential for results in each (0 of customers, customer
 
mix, etc.).
 

2.3 	The plan will include the following:
 

- The goals and achievements for the preceding year 
(Previous year's annual report) (Ref ECLM-01, page
 
03, para 2.7).
 

- The goals and achievements for the current year 
through the 3rd quarter. 

- An outline of any special customer relations EC/LM 
programs planned for the next year (to be 
coordinated with the Public Affairs Directorate). 

- An outline of any other special EC/LM programs 
planned for the next plan year. 

2.4 	 The M.D. - Distribution shall retain one (1) copy of 
the approved plan for file and return three (3) 
approved copies to the G.M. - Customer Services. 

2.5 	 The G.M. - Customer 8ervices shall retain one (1) copy 
of the approved plan for file and forward two (2) 
copies to the D.G. - Energy Management (Ref ECLM-02, 
page 05, para 3.5). 
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General Manager - Customer Services
 

:Procedure IlHeadquarters - General Description Code Page: 
:Section Customer Services - Headquarters :ECLM-01 031 

:Deigaton~enraManAger-Customer_ Services I......I 

Reference: Procedures
 

2.6 	After obtaining the approval of the annual plan, the 
G.M. - Customer Services will communicate the plan to 
the Chairmen of all AEBs prior to the start of the 
fiscal year with copy to D.G. (E.M) and Director
 
EC/LM.. (Ref ECLM-02, page 02, para 2.0).
 

2.7 	 The G.M. - Customer Services will prepare EC/LM Form-08 
(Energy Conservation/Load Management Annual Report) 
detailing EC/LM activities and accomplishments for the 
fiscal year just ended and submit the same to the M.D.
 
- Distribution, who will forward copies to the Member 
Power, and the Chairman - WAPDA. 

2.8 	The G.M.-Customer Services will appropriately recognize
 
outstanding EC/LM individual's performance each year 
from candidates supplied by the Chairmen of the AEBs 
and D.G. (E.M) (Ref ECLM-02, page 02, para 2.5).
 

2.9 	 The G.M. - Customer Services will, at the end of the 
fiscal year, evaluate the EC/LM performance of all AEBs
 
and 	 appropriately recognize the AEB Chairman where 
performance is judged to be the best. 

2.10 	The G.M - Customer Services will approve all 
presentations (EC/LM speeches, lectures, school 
lectures, etc.) prepared by Headquarters staff prior to 
being used or distributed to the field for their use.
 

2.11 	G.M. (C.S) will approve the modifications, amendments
 
and improvement in the EC/LM procedures. 

1'
 



General Manager - Customer Services 

Procedure lHeadquarters - General Description! Code Page, 
:Section Customer Services - Headquarters :ECLM-01 04: 
De.s gna.ti .D.irec r_Genera -Energ a .ageme..t....................................................
 

Reference: Procedures
 

3.0 	Consult with the Director EC/LM frequently to obtain 
up-to-date information on current EC/LM activities, and 
brief the G.M-Customer Services on all EC/LM activities 
performance and difficulties on a regular basis. 

3.1 	 Assure that computerization of EC/LM data is proper'and
 
that both the system hardware and software are properly
 
maintained.
 

3.2 	 Receive, review, and analyze the monthly computer
 
generated EC/LM reports. (Ref. Appendix V).
 

3.3 	Obtain data from the Director EC/LM to assist the G.M. 
- Customer Services in the preparation of the EC/LM 
annual plan.
 

3.4. 	Visit with each AEB Chairman at least once annually to
 
review EC/LM field operations. Spontaneously, visit 
random customers to verify EC/LM measures reported as 
being implemented, as correct. 

3.5 	 Receive two (2) copies of approved EC/LM Form-09
 
(Energy Conservation/Load Management Annual Plan) from 
the G.M. - Customer Services (Ref ECLM-O1, page '03, 
para 2.5). Retain one (1) copy for file and forward 
one (1) copy to the Director EC/LM with instructions to 
implement. (Ref ECLM-01, page 07, para 4.12). 

3.6 	 Receive and review proposed speeches presentations
(speeches, lectures, school. presentations, etc.) from 
the Director EC/LM and secure the approval of the G.M. 
- Customer Services prior to authorizing their use or 
distribution to field personnel. 

3.7 	 Review and approve EC[, Form-06 and ECLM Form-07 
developed from AEB computer supplied data prior to 
distribution by the Director EC/LM. (Ref ECLM-01, page 
08, paras 4.16 & 4.17). 

3.8 	 D.G. (E.M) will nominate EC/LM persons for
 
recognition of outstanding accomplishments (2.5 of 
EC/LM 0.2).
 



General Manager - Customer Services
 

Procedure lHeadquarters - General Description: Code Pagel
 
Section Customer Services - Headquarters lECLM-01 05:
 

Reference: Procedures
 

4.0 	Assure that all EC/LM computer programs on thn 
fleadquarter's D.G. - Energy Management computer are 
periodically validated. 

4.1 	 Assore that all LC/LM reports and data are prepared on
 
an accurate and timely basis on the Headquarters D.G. -

Energy Management computer (PC).
 

4.2 	Gather current information and prepare a report
 
documenting the estimaLed value to WAPDA of each
 
Kilowatt of power moved off-peak (or self-generated by
 
the customer) and; the value to WAPDA (and Pakistan) of
 
each Kilowatt-hour of energy 
conserved by customers.
 
This report with documentation will be discussed with
 
the D.G. - Energy Management and submitted to him prior
 
to 01 May of each fiscal year.
 

4.3 	 In cooperation with the Public Relations Department,
 
develop brochures and customer outreach programs to
 
improve the efficiency and impact of field personnel
 
such as but not limited to:
 
- Selected customer mailings
 
- Office handouts
 

-	 Presentations (speeches, lectures, school 
presentations, etc.) 

- Employee EC/LM education programs. 
- Courses for industrial personnel (lighting, 

motors, etc.) 
4.4 	Direct the compilation of new and revised computer (PC) 

programs to; assist the field personnel in analyzing 
and reporting customer data, and in accumulating data 
for use internally within WAPDA. Receive suggestion for
 
improvement from the Deputy Directors in the AEBs. (Ref
 
ECLM-02, page 06, para 4.1.2).
 

4.5 	Make recommendaions for modifications, amendments and 
improvements to the EC/LM procedures. 

4.6 	Recommendations for G.H. and the EC/LM Procedure Hanual 
and a record of its distribution. Issue amendments to 
all manual holders from time to time as required. 

4.7 	 Visit with each AEB Dy.Director at least twice annually
 
to review EC/LM field operations. Spontaneously, visit
 
random customers to verify EC/LM measures, reported as 
being implemented, as correct. 
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General Manager - Customer Services
 

Procedure Headquarters - General Description: Gode Page,
 
Section Customer Services - Headquarters IECLM--O1 06:
 
Je..inationL .... . Di. . r... E./.. .. ...................
 

Reference: Procedures
 

4.9 	 Assure that EC/LM personnel are properly trained and
 
equipped.
 

4.10 Prepare a proposal to fairly allocate the annual goals 
and objectives to each AEB based upon their potential 
to achieve and present the proposal to the D.G. -
Energy Management. 

4.11 	Assure that the Deputy Directcrs EC/LM in the AEBs are 
functioning properly to achieve the assigned goal. 
Discuss any proposed AEB staffing changes with the 
D.irector - Customer Services (AEB) (Ref ECLM-02, page 
03, para 3.2). 

4.12 	Receive copy of ECLM Fot'm-08 (EC/LH Annual Plan) from 
the D.G.-Energy Management (Ref EC/LM--O)l, page 05, para 
3.5). Supervise the Deputy Directors (Headquarters) in 
preparing the computer' programs to receive EC/LM 
operating data from the AEBs for the new fiscal year. 
(Ref ECLM-01, page 10, para 5.8). 

4.13 	Assign three (3) digit "Engineer Codes" to all AEB
 
Assistant Directors and keep a bound register of all
 
assignments. Communicate the numbering to ' the
 
appropriate AEB and Headquarters Deputy Directors.
 
Verify numbering system compliance and accuracy during
 
field visits. (Ref ECLM-02, page 04, para 4.0).
 

4.14 	 Supervise and participate in the development of 
presentations (speeches, lectures, school lectures, 
etc.) to promote EC/LM awareness, educate customers, 
and improve customer relations throughout Pakistan. 
Solicit ideas and proposals from field personnel. 
Secure approval from the I).G. -- Energy Management for 
all presentations befor'e being used for distributed to 
field personnel. After approval, send copies to the 
Deputy Directors (AEBs) and AEB Chairman. Maintain 
separate file of all presentations. 

4.15 	 Receive EC/LM Form-05 (Consolidated AEB EC/LM Monthly 
Activity Report) from the Deputy Directors EC/LM (AEBs) 
along with the associated computer data diskette (Ref 
ECLM-02, page 05, para 4.6).
 



General Manager - Customer Services
 

:Procedure Headquarters - General Description Code Page 
ISection Customer Services - Headquarters IECLM-01 07: 
:pqs~ignAtion. - Director.- EC/LM....-.... 

Reference: Procedures
 

4.16 As scon as EC/LM Form--05 and computer data diskettes 
are received from all AEBs, forward to Deputy Director 
EC/LM. Supervise preparation and receive copies of 
EC/LM Form-07 (Consolidated WAPDA EC/LM Monthly 
Activity Report) (Ref EC/LM-01, page 09, para 5.0). 
Verify accuracy of the report. Distribute copie6 to 
G.M. - Customer Services, D.G. - Energy Management, 
Deputy Directors EC/LM (Headquarters), AEB Chairman and 
Deputy Directors EC/LN (AEB) after consultation with 
D.G. - Energy Management (Ref ECLM-01, page 05, para 
3.7).
 

4.17 	As soon as EC/LM Form-05 and computer data diskettes 
are received from all AEBs, forward to Deputy Director 
FC/LM. Supervise preparation and receive copies of 
EC/LM Form-06 (Report of Service Complaints Not 
Satisfied by AEB over 60 days old) (Ref ECLM-O1, page 
09, para 5.0). Distribute copies of the report to the 
M.D. - Distribution, G.M. - Customer Services and D.G. 
- Energy Management after consultation with D.G. -

Energy Management. (Ref ECLM-O1, page 05, para 3.7). 



General Manager - Customer Services 

:Procedure IHeadquarters - General Description: Code Page

Section Customer Services - Headquarters IECLM-01 08:
 
Designation.................. ..................... ..........
DDy. , ........... EC/LM (HDQ)......... .........
 

Reference: Procedures
 

5.0 	Receive ECLM Form-05 (Consolidated AEB Monthly EC/LM 
Activity Report) from all AEBs through the Director 
EC/LM, including hardcopy and computer data diskette 
(Ref ECLM-01, page 08, paras 4.16 & 4.17). Review and 
analyze the data to assure that the reports are 
reasonable and rational. Under the direction of the 
Director EC/LM, consolidate the data by computer and 
prepare EC/LM Form-07 (Total WAPDA EC/LM Monthly

Activity Report) and EC/LM Form-06 (Service Complaints 
not rectified within sixty (60) days Report). Send
 
copies of both reports to the. Director EC/LM (Ref ECLM
01, page 08, paras 4.16 & 4.17).
 

5.1 	 Closely monitor the field activities of the Assistant 
Directors (AEB) concerning their EC/LM responsibilities 
and progress. Report any deficiencies which cannot be 
personally resolved. 

5.2 	 Visit with each AEB Assistant Director counterpart at 
least twice annually to review EC/LM field operations.
Spontaneously, visit random customers to verify EC/LM 
measures, reported as being implemented, are correct.
 

5.3 	 Develop EC/LM programs for proposal to the Director 
EC/LM to assist field personnel in improving results. 

5.4 	 Develop PC computer soft-ware to improve and expand the 
service which field personnel can offer to customers. 

5.5 	 Develop PC computer software to improve and expand 
EC/LM data accumulation, processing, and reporting.
 

5.6 	 The Deputy Directors Industrial/Commercial and 
Domestic/Agricultural shall perform as a team,

coordinating their efforts in their individual area of 
expertise to produce a unified EC/LM program.
 

5.7 	 Provide "on the job training" for the Assistant 
Directors (AEB) when they begin their job. Develop and 
maintain a training syllabus (one each for I/C and D/A) 
Assure that the Assistant Directors (AEB) are computer 
literate (Ref ECLM-02, page 08, para 5.9).
 



General Manager - Customer Services
 

:Procedure :Headquarters - General Description Code Page
 
:Section Customer Services - Headquarters ECLM-01 09:
 

.e.s g... .. .............. - ............................................-...
._,I rector...... EC/.LM........ ...1 1 .. ........................................................
 

Reference: Procedures
 

5.8 	Assist the Director EC/LM in preparation of
 
presentations (speeches, lectures, school lectures,
 
etc.) developed to promote EC/LM activities and improve
 
customer relations. 

5.9 	 Work with field and Headquarters EC/LM personnel in the 
development of computer software to improve and expand 
EC/LM data accumulation, processing, and reporting. 
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Area 	Electricity Board
 

Procedure EC/LM Program Implementation Code Page: 
Section 1ECLM-02 01 
:De.0i g n a ti n................................................ ... ................................................... 	 .
.............................................
....................... 


Reference: EC/LM AEB Functional Description
 

1.0 	 The Deputy Director - EC/LM reviews the composition of
 
AEB customers by type and tariff. He assigns specific
 
customers to both the Assistant Director - Industrial/
 
Commercial and the Assistant Director - Domestic/
 
Agricultural.
 

1.1 	 The Deputy Director - EC/LM assigns each Assistant
 
Director an objective to be accomplished in the next
 
fiscal year in terms of number of customers to be
 
contacted for energy audit to comply with the
 
objectives issued by the Director EC/LM in WAPDA
 
Headquarters.
 

1.2 	 Through frequent contacts with assigned customers, the 
Assistant Directors shall; develop a cordial 
relationship with them; perform energy audits of their 
facilities; recommend energy conservation and load 
management measures; give advice on tariffs including 
power factor correction; give advice on co-generation 
and 	self generation; provide assistance in solving
 
WAPDA related customer problems; make EC,/LM 
presentations when requested; and follow-up on 
proposals and corrective measures.
 

1.3 	 The Assistant Directors shall report on all activities 
on a daily basis to the Deputy Director EC/LM
 
maintaining a personal file for future reference.
 

1.4 	 EC/LM daily report data will be entered into the EC/LM 
Database stored on the AEB Customer Services PC 
computer. Monthly activity and management information 
reports will be computer prepared on a monthly basis. 

1.5 	 The Director Customer Services (AEB) shall monitor the 
AEB EC/LM activities and review the same on a frequent 
basis with the AEB Chairman, the Deputy Director EC/LM 
and the Director EC/LM (Headquarters) making 
recommendations and implementing corrective action as 
required to meet overall program objectives. 

1.6 The AEB Chairman is overall responsible for the 
performance of the AEB EC/LM function. 



Area Electricity Board
 

:Procedure EC/LM Program Implementation Code Page 
Section Office of the AEB Chairman lECLM-02 021 

Dsgation. .. ... ..... .AEB Chairman 

Reference: Procedures
 

2.0 	 Receive EC/LM annual fiscal year goals and objectives 
from the G.M. - Customer Services. (Ref ECLM-0I, page 
03, para 2.6). 

2.1 	Assure that the EC/LM function in the AEB is properly 
staffed. 

2.2 	 Communicate the EC/LM goals and objectives for the next
 
fiscal to the Director Customer Services (Ref ECLM-02, 
page 	03, para 3.1).
 

2.3 	Stay well informed on all current EC/LM activities, 
goals, objectives and level of attainment. 

2.4 	Assure that EC/LM annual goals and objectives are met 
or exceeded. 

2.5 	 Nominate EC/LM personnels for recognition of 
outstanding accomplishments at the end of each fiscal 
year to the G.M. - Customer Services. The nomination 
will contain facts and figures to substantiate the 
claim (Ref ECLM-01, page 03, para 2.8).
 

2.6 	Receive EC/LM Form-05 (Consolidated AEB Monthly EC/LM 
Activity Report) from the Deputy Director EC/LM (Ref 
ECLM-02, page 05, para 4.6) and analyze the performance 
of the EC/LM function for the past month and the year 
to date. Initiate action to correct any deficiencies 
or compliment good performance. Discuss the report 
with the Director Customer Services (Ref ECLM-02, page 
03, para 3.3).
 

2.7 	 Receive EC/LM Form-04 (Report of Service Complaints Not
 
Satisfied) from the Director Customer Services (Ref 
ECLM-02, page 03, para 3.4). Discuss the complaints 
with the Director Customer Services and initiate action 
in the responsible section to resolve the difficulties. 
Advise the Director Customer Services if corrective 
action has been taken on any customers service but the 
complaint is still showing on the report.
 



Area Electricity Board
 

Procedure EC/LM Program Implementation Code Pagel
 
:Section Office of the AEB Chairman ECLM-02 031 

si...n........... Di. r .- S-e.r.vic .............. ............................. ........ 

Reference: Procedures
 

3.0 	 Direct the EC/LM function in the AEB and monitor 
performance to assure attainment of goals and 
objectives. 

3.1 	 Receive the EC/LM goals and objectives for the next 
fiscal year from the AEB Chairman (Ref ECLM-02, page 
02, para 2.2). Discuss the plans for the next fiscal 
year with the Chairman and outline the expectations for 
achieving the goals. Communicate the same to the 
Deputy Director EC/LM (Ref ECLM-02, page 04, para 4.2).
 

3.2 	 Consult with the Director EC/LM in Headquarters of any 
pending change in AEB EC/LM personnel and notify him 
regarding any actual staffing changes (Ref ECLM-Ol, 
page 	07, para 4.11).
 

3.3 	Receive EC/LM Form-05 from the Deputy Director EC/LM 
(Ref ECLM-02, page 05, para 4.6) and analyze the 
performance of the EC/LM function for the past month 
and the year to date. Initiate action to correct any 
deficiencies or compliment good performance. Discuss 
the report with the AEB Chairman (Ref CIM-02, page 03, 
para 2.6). 

3.4 	Receive two (2) copies of EC/LM Form-04 from the Deputy 
Director EC/LM (Ref ECLM-02, page 05, para 4.10). 
Review the list of complaints. Deliver one (1) copy of 
the 	 form to the AEB Chairman and discuss remedial 
measures and status with him (Ref ECLM-02, page 02, 
para 2.7). Determine if corrective action has been 
taken on any customer's service that should be removed 
from the report and advise the Deputy Director EC/LM to 
follow-up (Ref ECLM-02, page 06, para 4.11). 



Area Electricity Board
 

Procedure EC/LII Program Implementation Code Page
 
Section ,' EC / L11 :ECLM-02 04
 
1Despigqat io n. Dy. Diecor- - .EC/LM I ~ 

Reference: Procedures
 

4.0 	 Receive the list of Assistant Director "Engineer
 
Numbers" from the Headquarters EC/LM Directorate (Ref 
ECLM--0I, page 07, para '1.13). Communicate the numbers 
to the individual Assistant Directors (Ref ECLI-02, 
page 07, para 5.0). Enter (or get entered) the Engineer 
Number into the AEB Customer Services PC Computer. 

4.1 	 Notify the Headquarters Directorate of any changes in 
EC/LM Assistant Directors and assure that the proper 
numbering of EC/,L Assint.ant Directors in the AEB is 
maintained. Enter (or get entered) the Engineer Number 
changes into the AEB Customer Services PC computer. 

4.2 	 Receive the EC/LM goals anid objectives for the next 
fiscal year from the AEB Director Customer Services 
(Ref ECLM-02, page 03, para 3.1). Allocate the goals 
and objectives to the Assistant Engineers (I/C & D/A). 
Enter (or get entered) the overall goals as well as the 
individual Assistant Director goals into the AEB 
Customer Services EC/LM PC Database. 

4.3 	 For each fiscal year, develop and maintain a list of 
assigned customers (accounts) for each EC/LM Assistant 
Director in the AEB and communicate the same to ea'ch 
Assistant Director on LC/LM Form-02 (Annual Assigned 
Customer List) (Ref ECLM-02, page 07, para 5.1). Revise 
and update the assignment list as requlired from time to 
time, communicating the changes to the affected 
Assistant Directors (Ref ECLM-02, page 07, para 5.1). 
Maintain a file by Assistant Director of EC'/LM Form-02. 
Perform periodic checks to assure that the Assistant 
Directors are making the prescribed periodic visits. 

4.4 	 Receive EC/LM Form-Ol (Assistant Director - Daily 
Report) from each Assistant Director on a daily basis 
(Ref ECL-02, page 07, para 5.3). Review the data and 
enter it (or get it entered) into the EC,/LM Database 
program of the AEB Customer Services PC computer. 

4.5 	 Assure that all assigned customers are visited on a 
periodic basis by recording daily contac6 on the file 
copy of EC/LM Form-03 and reviewing the forms monthly. 



Area 	 Electricity Board 

:Procedure EC/LM Program Implementation Code Page,
'
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......g n a .tAo 1n.., ....... Py ....... ... .! ...... . ......
.i. .............................. ....... ......................
r e c.t q ........ ....... ..............
 

Reference: Procedures
 

4.6 	 Produce (or get produced) sufficient copies of EC/LM

Form-05 (Consolidated AEB EC/LM Monthly Activity

Report) on the AEB Customer Services Computer on the
 
first working day of each month. Prepare two (2) copies
 
of data on computer diskettes. Distribute copies of the
 
report and diskettes according to the following:
 

AEB Assistant Directors (Ref ECLM-02, page 08,
 
para 5.10) one (1) copy EC/LM Form-05 each.
 
Director Customer Services (AEB) (Ref ECLM-02,
 
page 03, para 3.4) one (1) copy EC/LM Form-05.
 
AEB Chairman (Ref ECLM-02, page 02, para 2.6) one
 
(1) copy HC/LM Form-05.
 
Director EC/LM (Headquarters) (Ref ECLM-0l, page

07, para 4.15) one (1) copy EC/LM Form-05 and one
 
(1) computer diskette.
 
File one (1) copy of EC/LM Form-05 and one (1)
 
copy of the computer diskette for the month. 
Maintain the diskette file for thirteen (13) 
consecutive months reusing the outdated diskettes.
 

4.7 	 Receive EC/LM Form-07 from the HQs Director EC/LM (Ref
ECLM-0, page 07, para 4.14), analyze standing with 
other AEBs, and take corrective action as required. 

4.8 	 Receive prepared EC/LM presentations, speeches and 
lectures from the Director EC/LM in Headquarters (Ref 
ECL-01, page 07, para 4.14). Review the programs with 
the Assistant Directors making the programs availabl to 
them 	on request. (Ref ECIM--02, page 08, para 5.7).
 

4.9 	 Solicit community for opportunities to make EC/LM
 
presentations, speeches, and lectures. Both participate
 
in and assign presentation, speech, or lecture duties 
to Assistant Directors assisting them in preparation 
and presentation as required. Contact the Director 
EC/LM (Headquarters) for support and guidance as
 
required (Ref ECLM-02, page 08, para 5.7).
 

4.10 	Oin the first work day of every month, prepare (or get 
prepared) EC/LM Form-04 (Report of Service Complaints
 
Not Satisfied) from the AEB Customer Services Computer.

Review the report, correct any errors and send copies 
to:
 



Area Electricity Board
 

Procedure EC/LM Program Implementation Code Page:
 
Section EC / LM :ECLM-02 061
 
'Designation: Dy. Director -_EC/LM.........
 

Reference: Procedures
 

Each Assistant Director
 
Director Customer Services (Ref ECLM-02. p_:,ge on,
 
para 3.5) - two (2) copies.
 

Maintain EC/LM-04 montnly file.
 

4.11 	Discuss status of customers reported on EC/LM-04 
(Report of Service Complaints Not Satisfied) with the 
Director Customer Services after he has reviewed the 
same with the AEB Chairman (Ref ECLM-02, page 03, para 
3.4). Advise the Assistant Directors to follow-up 
where required (Ref ECLM-02, page 07, para 5.5). 

4.12 	Monitor the use of the Customer Services PC computer by
 
the Assistant Engineers. Direct the development of new
 
or improved programs to assist the Assistant Engineers
 
in providing better service to their customers (Ref
 
ECLM-02, page 08, para 5.8). Advise the Director EC/LM
 
in Headquarters of such new or modified programs (Ref 
ECLM-01, page 06, para 4.4).
 



Area 	Electricity Board
 

Procedure EC/LM Program Implementation Code Page
 
Sec ion i EC / L4 jECLM-02 07
 
Des.ignation, ................. D .
ssistant rec..................... 


Reference: Procedures
 

5.0 	 Receive assignment of individual and unique "Engineer
 
Number" from the Deputy Director EC/LM (Ref ECLM-02,
 
page 04, para 4.0).
 

5.1 	 Receive list of assigned accounts on EC/LM Form-02 from
 
the Deputy Director EC/L I (AEB) (Ref ECLM-02, page 04,
 
para 4.3). Make recommendations to the Deputy Director
 
EC/LM for additions, deletions, or modifications to the 
list as may be advisable from time to time. Set up and 
maintain a customer file by customer name. 

5.2 	 Contact assigned customers on a regular and planned 
basis, making recommendations to achieve the EC/LM 
program goals and objectives, noting any customer 
complaints and problems-. Advise the customer on proper 
anid most economical tariff application. Perform Energy 
Audits using EC/LtiM Form-03 (Energy Audit Basic Data). 
File copy of EC,'LM-03 in customer file. Advise the 
customer on power factor correction. Learn of 
customer's planned extensions of load

5.3 	 Report the customer visit on EC/LM-Ol (Assistant 
Director - Daily Report), preparing in duplicate. Send 
the original to the Deputy Director EC/LM (AEB) "(Ref 
ECLM-02, page 04, para 4.4). Fi].e copy of EC/LM Form
01 by customer name in customer file. 

Note: 
Data 	 which was found to have been entered inc'rrectly 
may be corrected at a -later d3.te by preparing EC/LM
 
Form-Ol and entering an "X" in the ADJ column. 

5.4 	 Maintain a bound register of EC/LM Form-03 (EC/LM 
Report Serial- Numbers) showing the Customer's name and 
Reference Number in addition to the serial number. The 

of the serial inmber shall be "YY--NNNN". YYIformat 
will 	 be entered as the last two digits of the ending 
year 	 of thle current fiscal year. "NNNN" will be the 
serial number of the visit for the current fiscal year. 

5.5 	 Follow-up on all service complaints and customer 
problems until they are solved to the customer's 
satisfaction. When the complaint has been rectified, 
show the date rectified and the serial number of the 
original complaint on EC/LM Form-Ol. 

5) 
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:Procedure EC/LM Program Implementation Code Page:
 
Section EC / LM :ECLM-02 08:
 

Reference: Procedures
 

5.6 	Follow-up on all EC/M recommendations and report 
implementation of recommended measures on EC/LM 
Form-Ol

5.7 	 Receive prepared presentations, speeches, and lectures 
from the Deputy Director EC/LM (AEB) as well as 
preparing on own. Obtain approval of individually 
approved presentations prior to delivery. Deliver the
 
presentations as assigned by, or with the approval of 
the Deputy Director EC/LM (AEB). Assist the Deputy 
Director EC/LH (AEB) in promoting this activity in the 
AEB (Ref ECLM-02, page 05, paras 4.8 & 4.9). 

5.8 	Utilize the AEB Customer Services PC computer to 
analyze customer accounts regarding power factor, 
tariff application, energy conservation and load 
management potential, etc., using pre-developed 
programs. Develop individual- practical programs to 
enhance efforts. Send the programs with documentation 
to the Director EC/LM (Headquarters) through the Deputy 
Director EC/LM (AEB) (Ref ECLH-02, page 06, para 4.12).
 

5.9 	 Participate in training conducted by the Deputy 
Director EC/LM (Headquarters) (Ref ECLM-0, page 09, 
para 5.7). 

5.10 Receive copy of ECiLH-05 (Consolidated AEB Monthly 
EIC/LM Activity Report) from the Deputy Director EC/LM 
(Ref ECLM-02, page 05, rpara 4.6). Review all data for 
accuracy, making comparisons with data submitted on 
EC/LM--O1 (Assistant Director - Daily Report) for the 
period covered. Submit adjustments on EC/LM Form-Ol as 
may be required to correct any wrong data. 
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AEP " 	 DATE y REPORT SERIAL OU1IBER 

NO .1 y NEf Y 	 tN8uRASSISTANT DIRECTOR 	 CODE ENG D It Y ADJ -

C CJSTONER' S N1ANE 	 CUST0NER' S ADDRESS TELEPHONE 

10 

OFT 
1 

F 	 1 IS CUSTHOER CONlTACT 	 CUSTOIIER'S REFERENCE NUMBER ,TR 0)I 	 I 1 1 11R1 


TYFYE OF UIS T 	 EIERO' LOAD POLER CUSTONER 
CONSERUPTIO'l 1IAA'3EIIENT FACTOR SELF GENERATION 

EA - H (KID (HUAR) (FI.I(AIUAL IdIY 5) 
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E Lll - I 
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EA - ENERGY AUDlIT TA - TARIFF ADVICE CUSTOIIER
 
CC - EC ENERGY COI'SERVATIOl LE - LOAD EYTENSION RS. AlINUAL
 

LH - LOAD 11ANAGEMENT CC - CUSTOIIER CO1PLAINIT SAVINGS 
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SERVICE COAN L L JJ.L 
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-l 
EXIENS I O
 

,LOAD Y -I)CIIPLAIIIT

D D i II Y y y Y 
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l
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DETAILS 
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APP'ROU 
AND DATA 

fRy
SIGIATIURES 

SUBIIITTED BY: __________DATE: 

assistant director ec/lr)-

AAPPROVED BY: .. .. 
. (depi.tij director ce/l)(--

DATA EITERED BY: 
....... 

. __-_ DATE, 

DATE: 
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'JiTO!iEP' 9 [NAME 

'U,3T,)IIER ,OlIWT -
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U'TOIIE 'S PREFEPEIICE NUIMBER SANCTIONlED LOAD S(C CODE TRF fl 
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ORDRER - - D -- _TIME: 
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I '"N'.' I AND. POWER DEUELOPiIJNT AUTHUJ I'YWATER 
ENERGY CONSERUVATIONHLOAD MANAGEMENT FUJNCTION 
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R - RECEIVED 
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DIRECTOR 
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DIRECTOR 
EC/LII
(AEB) 

DIRECTOR 
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