Indicatori de performanta generali privind calitatea serviciului defurnizare

Anexa 1

Nr.

Email-art 13, alin (1), a)

necasnic mare

ort Indicator de performanta* Tip consumator | ian.16 | feb.16 | mar.16| apr.16 | mai.16| iun.16 | iul.16 | aug.16 | sep.16 | oct.16 | nov.16| dec.16 | sem. | |sem. |1| An 2016
0 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17

casnhic 0 0 0 0 0 0 0 5 0 0 0 0 0,0 5,0 2,5
1 Durata medie de emitere a ofertelor de |necasnic mic 0 0 0 3 2 0 0 1 0 0 0 1 2,5 1,0 1,8
furnizare - art.5, alin. (1), a) necasnhic mare 0 0 0 0 0 0 0 0 0 0 0 0 0,0 0,0 0,0
total 0 0 0 3 2 0 0 6 0 0 0 1 2,5 6,0 4,3
casnhic 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
5 Durata medie de semnare a contractelor|{decasnic mic 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
furnizare- art.5, alin. (1), lit.b necasnhic mare 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
total 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
casnhic 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
3 Numir de contestai justificate privind necasnic mic 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
facturarea - art. 8, alin. (1) necasnhic mare 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
total 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
9 L L i 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

Numir de contestai justificate privind canie
4 [facturarea, raportat la nudr cons. necasnic mic 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
desenvii - art. 8, alin. (1), a) necasnic mare 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
’ 7 s total 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
: i 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

Nr locuri de consum reconectate pt. cargE
5 [furniz. solicitz reluarea in 4 ore-art. 9, alir] necasnic mic 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
2), a) necasnic mare 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
' total 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
: i 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

Nr locuri de consum reconectate pt. cargE
6 |furniz. soliciti reluarea in mai mult de 4 [roceoic MIC 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
ore-art. 9, alin. (2), b) necasnic mare 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
- T total 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
o N . i 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

Nr solicitzri modificare tarif reglementat A
7 |catre clientii casnici rezolvate Th mai i necasnic mic 8 8 8 8 8 8 8 8 8 8 8 8 8 8 8

de 10 zile lucgtoare -art. 10, alin. (3). niecasnic mare
total 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
nunur de petiii de tipul celor prewzute la CanE___ 8 8 8 8 8 8 8 8 8 8 8 8 8 8 8
8 |art. 11, alin. (1), reprezentéand o reclarea necasnic mic

justificata- art.11. alin 3, a) necasnic mare 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
J o s total 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
casnic 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
9 duratz medie dedspuns la petiile de mai|necasnic mic 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
sus-art. 11 alin (3), b) necasnic mare 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
total 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
. : . i 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

durati medie de transmitereitre op. de CanE___
10 | rerea a sesizilor primite prin fax sau prin necasnic mic 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
0 0 0 0 0 0 0 0 0 0 0 0 0 0 0
0 0 0 0 0 0 0 0 0 0 0 0 0 0 0

total
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duratz medie de transmitereitre op. de

casnic

rerea a sesizilor primite in scris, prin
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posti sau direct la registratut, inclusiv

necasnic mare

cele referitoare la accesul laga-art 13,
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Nr linii telefonice disponibile
consumatorilor pentru comunicarea cu
furnizorul-art 14, alin (2), ¢

tota

13

Numarul puncte unice de contact care
asigura administrarea unui centru de
telefonie - call center - cu numar de apel
gratuit sau cu tarif normal pentru
informatii comerciale clienti - minimum 1
ore in zilele lucratoare, care sa aib
posibilitatea inregistrarii numnarului de
apeluri si a timpilor de asteptare - art.14,
alin(2), lit. b)

Ptotal

14

Numir de linii telefonice cu operator 24 o
din 24-art 14, alin (2), «

total

15

Nr linii telefonice gratuite-art 14, alin (2),
d).

total

16

Nr linii telefonice tarif normal-art 14, alin

(2). e

total

17

casnic

Numir reclamaii privind schimbarea

necasnic mic

furniz.-de la CF proprii-art 15, alin (2), a

necasnic mare

total

18

casnic

Numur reclamaii privind schimbarea
furniz.-de la CF deserviti de alt furniz.-a

necasnic mic

necasnic mare

15, alin (2), b)

total

19

Numur reclamaii privind schimbarea

casnic

necasnic mic

furniz.ajunse in instanta de judecata.-a
15, alin (2), c)

necasnic mare

total

20

Numir reclamaii privind schimbarea furni

asnic

finalizate in instanta de judecata cu senti

defavorabila furniz. respectiv-art 15, alirp
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* - semnificatiain detaliu afiecarui indicator este cea precizatain textul Standardului, la referinta mentionatain anexa




