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Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national standards
bodies (ISO member bodies). The work of preparing International Standards is normally carried out
through ISO technical committees. Each member body interested in a subject for which a technical
committee has been established has the right to be represented on that committee. International
organizations, governmental and non-governmental, in liaison with ISO, also take part in the work.
ISO collaborates closely with the International Electrotechnical Commission (IEC) on all matters of
electrotechnical standardization.

The procedures used to develop this document and those intended for its further maintenance are
described in the ISO/IEC Directives, Part 1. In particular the different approval criteria needed for the
different types of ISO documents should be noted. This document was drafted in accordance with the
editorial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

Attention is drawn to the possibility that some of the elements of this document may be the subject of
patent rights. ISO shall not be held responsible for identifying any or all such patent rights. Details of
any patent rights identified during the development of the document will be in the Introduction and/or
on the ISO list of patent declarations received (see www.iso.org/patents).

Any trade name used in this document is information given for the convenience of users and does not
constitute an endorsement.

For an explanation on the voluntary nature of standards, the meaning of ISO specific terms and
expressions related to conformity assessment, as well as information about ISO’s adherence to the
World Trade Organization (WTO) principles in the Technical Barriers to Trade (TBT) see the following
URL: www.iso.org/iso/foreword.html.

This document was prepared by Technical Committee ISO/TC 301, Energy management and energy
savings.
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Introduction

0.1 Energy issues: global context and policy framework
Energy services are critically important to sustainable development in light of the following:

— the importance of access to sustainable energy as a basic human need for the world’s population
as recognized by the United Nations General Assembly in 2011, by the UN Director General and the
2011 UNDP Human Development Report;

— the scale of the population (1,5 billion people without access to electricity) resulting in widespread
resort to unsustainable, expensive, polluting and unsafe practices;

— the extent of poor service characterized by interruptions, fluctuations in supply and widespread
network deterioration;

— theneed for development of a service that is physically, environmentally and financially sustainable;

— global commitments to reduce emissions, noting that providing universal service for the poor
population will have only a marginal impact on total emissions beyond existing commitments.

0.2 Energy services: general objectives

This document aims to address the following objectives:

— reducing arbitrary and irregular interruptions of supply;

— increasing information about, and promotion of, sustainable sources of supply;

— reducing aggregate demand, while providing the same or a higher level of energy services;

— improving on previously inadequate information about energy service development and conditions,
especially energy efficiency and energy performance;

— improving the balance of contractual rights between provider and user;
— improving payment methods to make it easier for consumers to pay their bills;
— improving consumer responsibility and public participation in energy policy.

There is a broad array of bodies that can play a role in the improvement of energy services. These
bodies can be publicly or privately owned. Examples of bodies responsible (in whole or in part) for
oversight related to energy services include governments or public agencies (international, national,
regional or local) acting with legal authority as legislators and regulators (relevant authorities) or as
bodies charged with ensuring service delivery (responsible bodies).

The responsible bodies and relevant authorities are expected to consult with, and take into account, the
interests of relevant stakeholders, which can include:

— associations of energy service providers (e.g. international, regional/multinational and national
professional associations);

— non-governmental organizations (NGOs) and other autonomous bodies;
— users and associations of energy users;

— manufacturers of energy-using equipment, renewable energy sources and advanced technologies or
methods.

Standardization and technical self-regulation are possible ways to ensure stakeholder involvement. It
is beneficial if stakeholders are involved in both setting service objectives and assessing the adequacy
and efficiency of service.
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Energy service providers are expected to meet the requirements of relevant authorities and the
expectations specified by responsible bodies, while ensuring the long-term sustainability of the service.
In a context of scarcity of resources, including financial resources, it is important that the investments
made in installations are appropriate and that necessary attention is paid to proper maintenance and
effective use of the installations. It is also important that tariffs generally aim at meeting cost-recovery
principles and at promoting efficiency in the use of the resources and sustainability in terms of energy
sources, while striving to maintain affordable basic access to energy services.

0.3 Objectives, content and implementation of this document

This document is intended to encourage good practice in the provision of energy service, especially
where there is no adequate legislation, or where regulation or common practice falls short. Good
practice as set out in this document covers areas such as service contracts, payment methods, price
determinations, tariffs and subsidies, equitable supply management and the needs of poor and/or
vulnerable consumers. This document outlines the evolution of energy services from simple provision
of energy to more sophisticated concepts. These concepts include the provision of energy informational
advice and services to guide users to manage costs and to promote efficiency and conservation.

This document is applicable to developed, developing and transitional economies, to complete and
incomplete/intermittent networks and to integrated and non-integrated energy supply systems.

This document covers the following areas:

— definitions of scope and terms;

— description of guidelines on how to meet users’ service needs and expectations;
— service assessment criteria in accordance with the guidelines;

— examples of performance indicators linked to the assessment criteria, which can be used for
assessing service performance.

Because the delivery, ownership and regulation of energy service is organized based on the legal and
institutional frameworks specific to each country, this document does not prescribe the respective roles
of the different bodies, nor does it define required internal organization for local, regional or national
bodies that can be involved in energy services provision. This document is applicable to publicly and
privately owned and operated energy service providers alike, and does not favour any particular
ownership or operational model.

This document is appropriate for fixed energy distribution networks of greater or lesser extent, as
well as for networks or sites where on-site alternatives are appropriate. This document recognizes the
need for flexibility in terms of engineering and hardware. This document’s recommendations, such as
consultation mechanisms, are intended to apply universally.

This document is consistent with management system standards such as ISO 50001, ISO 9001 and
[SO 14001, butitis not dependent on the adoption of a management system standard. It is also consistent
with the requirements on network services billing in [SO 14452.

The organizations within the scope of this document are energy service providers. However, in order
to address users’ needs and expectations pertaining to relevant authorities, responsible bodies and
operators, this document is written from the perspective of the energy user rather than that of the
energy service provider.

In this document, the following verbal forms are used:
— “shall” indicates a requirement;

— “should” indicates a recommendation;

— “may” indicates a permission;

— “can” indicates a possibility or a capacity.

© 1S0 2017 - All rights reserved vii
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Energy services — Guidelines for the assessment and
improvement of the energy service to users

1 Scope

This document addresses the relevant elements of energy service provided by energy suppliers to
users. It envisages energy service as including two broad categories:

— energy supply/generation and distribution;
— advice on and improvement to energy efficiency.

This document provides best practice guidelines for energy service providers in order to continually
improve their practices and quality of interaction with users.

The following are within the scope of this document:
— definition of a language common to the different stakeholders;

— definition of key components and characteristics of the energy service to users, with respect to
their needs and expectations;

— guidelines for satisfying users’ needs and expectations;
— assessment criteria for energy service to users;

— introduction to performance indicators;

— examples of performance indicators;

— performance improvement;

— education or training for users to understand the energy service provided by the energy service
providers.

The following are outside the scope of this document:

— topics relating to individual energy service, such as energy efficiency service provided to individual
users of energy or services provided by energy service companies (ESCOs);

— methods of design and construction of energy production, transmission and distribution systems;

— management structure and methodology of operation and management of activities relating to
energy services, including contracting with other energy service providers;

— topics relating to energy services in systems inside buildings.

2 Normative references

There are no normative references in this document.

3 Terms and definitions

For the purposes of this document, the following terms and definitions apply.
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