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The paper sets out by considerin@& FWULFLW\ FXV
ABSTRACT attitudes to their own grid company before addressing the
effect power outages have on customer satisfaction.
Further, it looks into which incidents during the outage
that is most crucial for loss of customer satisfaction.
Finally, the article considers what grid companies can do
WR PDLQWDLQ FXVWRPHUVY VDWLVIL
occur.

The power grid is subjected to an increasing antaf
strain. This is due to higher power consumption, but also
to climate changes. Although the average age of overhead
power lines in Norway is more than 30 years, Norwegian
consumers enjoy a reliable and stable power supply when
compared with many othdturopean countries. Power
outages are rare, and their duration marginal. However,
climate changes are altering this S|tuat|on._ In the years to ELECTRICITY CUSTOMER 69 $77,78'(6
come, we need to be prepared for more intense weather

systems, larger quantities of downfall, more rapid changes TO OWN GRID COMPANY

in temperature, increased danger of avalanches and Norwegian customers anery satisfied with their grid

higher water levels along parts of the coast. This will companyconcerninghe reliability andstability of power
increase the probability of damages to the grid, which in  supplies. Today tKkH VFRUH WKDW H[SUHV\
WXUQ ZLOO DIIHFW WKH JULG FRP S &aftattivrl iy ki B2 bWIOR Ipds¥iideS PdintBiie U

the consumers it will mean meofrequent and longer  satisfaction is on a high level, ahdsincreased with three

lasting outages. points over the past year (fig. 1). Between 2008 and 2011,
electricityc X VWRPHUVY VDWLVIDFWLRQ V>
INTRODUCTION decline. In 2011, several extreme weather situations, in

combination with technical malfunction in the power grid,

affected thesecurity of supplyo theelectricitycustomers

X What is the effect of experiences of power T.he sharleof households that repied an outage was
RXWDJHV RQ WKH FRQVXPH UV {'BSAYFYeaE BN 1 200% @3%): R ?h'”gthat
grid company? m|ght explain that cust_omer satisfaction fe om 83

points in 2008 to 78 points in 2011. In the years since,

FXVWRPHUVY VDWLVIDFWLRQ KDV E|

increased byhree points from 2014 to 2015.

The questions raised in thpsperare:

X When power outages occus, it the outage in
itself, the uncertainty of not knowing when power
will return, or the consequences the consumers
experience as the effect of the outage, that is
most crucial for their attitude to the grid
company?

X What can grid companies do to diminish the
negative effect power cages are likely to have
RQ FXVWRPHUVY VDWLVIDFWLRQ"

Insight into these questions will provide the grid
companies with information on how to deploy their
resources in order to limit the loss of customer satisfaction
as much as possible. In this way, tleenpanies will be
able to build and strengthen their reputations.

To find answers to these questions, this paper takes as its
VWDUWLQJ SRLQW UHVXOWV IURP 716 *DOOXSYV (QHUJ\
Barometer. The surveytargetinga representative sample )L J &XVWRPHU VDWLVIDFWLR
of Norwegian electricit customers, and has been security of supply, score-100, andshareof households
conductedquarterly since 1997. This paper uses data reporting power outage, 202915.

collected in the fourth quarter in the years 2008 and 2011

2015. Answers from more than 6000 electricity customers

inform these assessments.
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