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b. IE shall maintain a rapid response team to ensure effective service delivery
on the committed minimum hours of supply to each service Band,
commencing with Band A feeders. The team shall continue to ensure timely
response to customers’ complaints, fault clearing and alignment with TCN
regional teams for effective load management and optimised dispatch to
respective feeders. IE shall maintain the dedicated email and contact
numbers of the service rapid response team for each customer
cluster/business unit on its website and continue to circulate the same to
the customers vide bulk SMS and social media handles.

IE is obligated to publish daily on its website a rolling 7-day average daily
hours of supply on each Band A feeder no later than 10:00am of the next

d. Where IE fails to deliver on the committed level of service on a Band A
feeder for consecutive two days, IE shall, on the next day by 10.00 am,
publish on its website an explanation of the reasons for the failure and
update the affected customers on the timeline for restoration of service to
the committed service level,

e. Where IE fails to meet the committed service level to a Band A feeder for
seven (7) consecutive days, the feeder shall be automatically downgraded
to the recorded level of supply pursuant to the provisions of Section 6 of
Order No. NERC/334/2022 - “Order on Migration of Customers and
Compensation for Service Failure under Service-Based Tariff Framework”.

f. IE is mandated to continuously ensure upward migration of customers from
the lower service Bands to Band A service level in line with the target on
improvement in quality of service as provided in the Order on Key
Performance Indicators for lE issued from time to time by the Commission.

19. Effective Date

This Supplementary Order shall be effective from 1~’ May 2026.

Dated this 30th day of April 2026

___ J
Musiliu 0. Oseni I. fAkpeneye

Chairman / missioner,
L:e. ~ nsing & Compliance



 





 


