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 vovs A., Mutule A., Customer dissatisfaction index and its improvement costs 

Nowadays electricity market is changing: electrical power producing companies are being separated from transmission and 
distribution companies. Electrical energy producing companies are participating in electricity market, while some government 
institutions regulate transmission and distribution companies. In such situation companies under regulation can try to diminish 
their costs by rendering bad quality services. In such situation it is very important to define some criteria that will insure good 
quality of power supply. Unfortunately in legislation of Latvia there are no any parameters that would regulate reliability of 
power supply. In present legislation there is mentioned only one parameter that partly affects reliability - in legislation there is 
mentioned that any power supply interruption should be eliminated in 24 hours. 

Nowadays to quantify the reliability of a distribution network different indices are used. Most commonly are used - SAIFI, 
SAIDI, CAIDI and EENS. Disadvantage of the most existing indices is that they quantify system averages, but they don’t 
express feelings of customers that go through power supply interruptions and because of that we can’t express how a customer 
experiences the reliability of supply. In the paper there is described Customer Dissatisfaction Index. Usage of Customer 
Dissatisfaction Index (CDI) can help us to understand how a customer experiences the reliability of power supply. . After the 
introduction of the index, CDI value reduction costs are calculated. At the last part of the paper some possible ways of 
application of CDI and the results of calculation of CDI value reduction costs are discussed. 

 
 vovs A., Mutule A., Pat!r!t"ja neapmierin"t#bas indekss un t" uzlabošanas izmaksas 

M!sdien s elektroener"ijas tirgus main s: elektroener"ijas ražojošas komp nijas tiek atdal#tas no p rvades un sadales 
komp nij m. Elektroener"iju ražojoš s komp nijas piedal s elektroener"ijas tirg!, savuk rt p rvades un sadales komp nijas tiek 
regul$tas ar valsts instit!cij m. Š d  situ cij  regul$t s komp nijas var censties samazin t vi%u izmaksas uz ener"ijas pieg des 
kvalit tes r$&ina. Šaj  situ cij  ir 'oti svar#gi defin$t k dus krit$rijus, kas nodrošin s labu pieg d t s ener"ijas kvalit ti. Diemž$l 
Latvijas likumdošan  nav nek du parametru, kas regul$tu elektroapg des drošumu. M!sdienu likumdošan  ir min$ts tikai viens 
parametrs, kas da'$ji ir saist#ts ar elektroapg des drošumu - likumdošan  ir min$ts, ka elektroapg des p rtraukumam j b!t 
likvid$tam 24 stundu laik . 

M!sdien s lai izm$r#tu elektroapg des sist$mas drošumu tiek pielietoti vair ki indeksi. Visplaš k tiek lietoti š di indeksi - 
SAIFI, SAIDI, CAIDI un EENS. Visu šo indeksu tr!kums ir tas, ka tie par da mums sist$mas vid$j s v$rt#bas, bet tie 
neatspogu'o pat$r$t ju j!tas, ko tie izj!t p rtraucoties elektroapg dei un l#dz ar to tie neatspogu'o k d  veid  pat$r$t ji p rdz#vo 
elektroapg des p rtraukumu. Rakst  ir aprakst#ts Pat$r$t ju Neapmierin t#bas Indekss (CDI). Š# Indeksa izmantošana 'auj mums 
saprast k d  veid  pat$r$t js izj!t elektroapg des p rtraukumu. P$c Indeksa apraksta, rakst  ir veikts Indeksa v$rt#bas 
samazin šanas izmaksu apr$&ins. Raksta p$d$j  da'  tiek apspriesti apr$&inu rezult ti, k  ar# iesp$jamie Indeksa izmantošanas 
pa%$mieni. 
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