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The purpose of this research is to study and develop key performance indicators
(KPls) that are practically suitable and reflecting the actual operations of electricity
distribution éompanies. They also employ for control and evaluation the operations

against the standard of agreed service quality.

The research starts with the study and collecting of KPIis presently used in the
electrical distribution companies in Thailand and then benchmark them with electrical
distribution companies in the other countries. According to the EU perception, the
indices are classified into 5 categories, i.e. quality, continuity, reliability, customer
satisfaction and others. In the next step, involved officers from the electricity distribution
companies are inquired to select KPis from provided according to their opinion, are
suitable for their owned organizations and score their points of view in terms of service
quality, consistency of the organization, and readiness of the data for all KPIs through
the systematically designed questionnaire. Thereafter, Analytical Network Process
(ANP) is applied to the collected data. The Super Decision is used to analyse all the
obtained information. The results will illustrate each utility perception on its owned
service category which will then be used in selecting the KPls. With this process it is
assured the final selected KPIS will be suitable and complied with utility and customer
requirements.Finally, there are 12 KPls to verify distribution utility service performance.

The involved officers and Stakeholders are agree with these results.





