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2 . )J11i1'3',31Un1'3''l1Xu~m'3'~'lhl (Overall Standards) 

2.1 1!11J1~tl~1!!1vlYhFit.i'L,;i'~'1l!l'il:: 90 ~~~~~·nn 

~uu\vlvhi'flitJ~ uu•nm1'111ffi,;Jful.lo~~ 

vm-iu n~ni~m~u 

- l'l11J1:t~~1~1rl~wn~h 4 '!I.IJ . ! l'lf~ ) 

- ~1!1Lvl~u1iiun-i1 4 '11 .1J . ( l'lf~> 

2.2 II11J1~111.1.m'lloU'tJ~'1l~l~!l~<1uL~tJ~I.I.~~c;i'u1vlfl t~ij~~n-i1 95% 

1MtJ!l'il:: 95 mv'lu 4 liiitJu(~'!l~I~!IUI~U 

'111vfin11ruti'nti~) 

- l'l11J1:ml/11,;]tJ'1fl~l1~u,tJ~~H1rlvh 

m~lu 4 ~~flu rilfl~ ) 

- lll'i1,iifl'1fl~~:~u,f)~~1-11rlvh 

1iiun-i1 4 1iii~u ( i:tl~ ) 

2.3 m~~hulltl1v1vlfl1itli<~~~ 

2.3.1 ~1-li1rl vhhl,~'luu"llfi1u~.~u1~"1!miii!lu 

"l!nn~ 

- fi1uri11.1ti1~1Yi vh~1-li~;~"l!miiiflu rnv> 

- ~'"1"~1-iltrlvhhl'lllll'l\Jumf~..,IJ~ rnu> 

- ~'""i1'-'u1~1vlvh~1il~;~"!mili!lu rn~ > 

- ~1~<1u~t-il1vlYI11'111111jjfl~i'~..,IJ"' rnm 

2.4 ~1111i~1u~.~o~~~~if"h\vlfl11u~.~olli'll::liiitJu 

\jjutJEJn'i1~'1l!l'll:: 95 

- .;-,~~1u~~~~~.~if"i11Yivh1Mu~1ii1Yirh r n~> 

- ~1u1u1u~~~~..,ifl'i,1rlvhi'~~~IJ"' <n~> 

1~1iiiJ25'o 

('!1\J\J"II) 

n . ~ . il .Fl . 

18 33 45 

2 3 5 

IJ .Fl . n . ~ . 

84923 85276 85603 

4923 85276 85603 

27745 29021 27775 

27745 29021 27775 

112668 114297 113378 

112668 114297 11 3378 

IJ .Fl . n . ~ . 

2.5 llltJUitJ~'1l~l1vu<~1n!T\i1vlfl1 ~~~~~<~1n1,;l 

fUfh~tJ~ mv1u 30 1uvhm~ \jjutJvn'i1 

1~ijtl~n1180% 100% 

~'!l!J'il:: 100 

- l'l11J1:t~f'lt1U~ 1t111J1tl~~Vi1YIW, 

mtJ1u 30 i1J'ri1m: ! ri-fl~ > 

- 111tlu~1t~11J1fl~~H1rlW, 

1iiun-i1 30 iu'ri1n11 ( i1tl~ ) 

2.6 111'1!UoDtJ~'1l~l~!l1J"<~1n!T\i1vlfl1vm1'1'1~~~v1 

(Call Center) 111!1L1J 10 u1;i 

\jjutJvn'i1~'1lv'll:: 90 

- l'l11J11t~l'lt1u~1t~11J,fl~~1-11vlYI, 

111tJh 10 IJ1Vl 

- l'lflU~1m1Jn~~1ii1vlYI1 

1iiun-i1 1 o 1<1Vi 

0 4 5 

0 0 0 

0 0 0 

0 0 5 
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n~~ ~~"1111l'tl'Ufl'i1'111nu LYI'i 

3. ~11Jl'i.l1\Jn1'iL~'U~n1'iV1n1-~\~~1~'UU,..::nunu~~~~~~~~--n·~~ : · (·G~ar~~te~~ -~:a~dar~s of Performance) 

•1u/tM••1u lil1\UI1~ 
U'a011',;1 Uu.nu 

U'l!"1'!U~HA 
" - ~ nl'l ij ,fll 1~TIJ1~ 1 

3 1 '\ IUI111'1 \.Hh 

:1 1.1 n·m•~,~~oiuhJvh~1'"ih•~~i.JBuiii,1u m1" I 

u~u (PI"nned 0111age) ~1"fu~H1vlrh>J 

l-lil~LLUfl,~IJ1~T11JniJi1ulli 300 kVA :iu1i.J 

E.J m1u n1tli~m~u 

mru."•"\J''" 100% 100% 

u~,1~C'iu1vJrhfi1'"ii1 

'U.iilmmo1 3 ou (11U) 10 16 16 

- "''1~coiu1yjrhfi1'"ii1 ufiuno' 3 ou (71U) 

mnJBm•1u 100% 100% 

tJ!ju'M.J1U~\.Wl1~f::U::l"l~1~U.~.J1'l (11U) 10 16 .6 

- 'U.ia -I IJ.I1nUDtm'1UliU~11J7~U~L1fl1 

~u->1~ (TIU) 

uan1tl'i1L0'U~1\J 
U'l!I-11'!U~HA .11JJtAr..11J LiJ1\UI1~ 

$l .A. n.l'l . : iiPI. 1~TIJ1~ 1 

:11 2 rmu;i1~il'li"11,,1,1C'iu ti1"fu~Hhll'11u 100% 100% ·miJ~m~•ZOM 1 Llii~u ~ - " 2564 

l't!OUV1f'IU1fl\oli1Jl11('l~C'lft1\-ln1'n.J~Pirl~-l 

,.iJ~utl•,~u1~ ..,, ,;twf,uoi 300 kVA :iu1i.J 

umliu n:rill!miiu 

u/i1~il'1!"1hli'hcoiu mu1u 2d 'IIIJ . (11U) 1 1 I 1 

urlbil'1!"11vJ\hcoiu 1iiu 24 'IIIJ (71U) 0 0 0 

~•n1uh1uu•1u 
U'\!"1'!U~ffA nuJtAr.•1u LiJ1,1J1~ 

).l . fll . nl'l iiA \~TIJ1t 1 

3.2 r~!~~~~~1~ €n 'loil'"vhn!'l" lin 'loi\ ">11 

( U\J II' ~~1 ni'u ~ €n 'loi\ ">11'111 r~L•IJ u. ~~~ 

I UD\J-;~11JI~~u111AT\Jil11J ) nrlii iir~tJ\J 

q,,.,.;,!l,it1"11!u.i'l 

3.7 I T!UUur>C'iU~1 (3R0/230 hal'f) 

3? 1 1 ~1~ H11'1n·•~1~iii"'.f,n,~~f1u1~ 'U.i•iiu 

30 UtiiJU 3 ,,.,. 

111~Lil1!• 100% 100% 

f11U 1u 2 0Ulhn1T (11U) 51 10 

diu 2 ou>hm: (71U) 0 0 I 
'U'i!I0~11llll~ii'11.:! 100~o 100% 

mu1u o ouvhrnt (71U) 409 253 

liiU ~ ·)UY111111 (1'1 U) 

41UJtAr.•11J ~iJ1,1J1~ 
~11n1fli1~0J-11U 

U'l!"1~U11TTA 
IJ .A. n 1'1 . ~ . Pl . \~TIJ 1 1 1 

3.2.1.? ~'~H1,~\'1~1~iii"'oi~D•mtinu1~Liiuno1 

30 u~IJiJ 3 wl• 

L11PHi1'B~ 
I 

lOO~·o 100% 

mu1u 2 ou>hm: (nu) 16 29 

LiiU 2 otnhmT (11U) 8 
I 

Uflm11fHilfl~ 100"/o 100'% 

mu1u 5 ouvhmt (11U) 27:1 331 T~!JUJ1UWO~~~/i~~ 

LiiU b 'iu>hm: (11U) 10 2 

:1.2.2 t~UUU1Joi1Jl!'i22133 ltlO) 

3.2.?.1 l'il~•tlft> 1u1"'T1"riuu.iLiiu 250 U'l'iL~ 100% 100% I 
mu1u 35 ·iuvi1n1: (11U) 4 2 

~nu :i5 iut111111 (11U) 0 0 
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3. 1,11111'ij1'Un1'i"l~u~m'iV~m.,'lt'lvh~mh:::nunumi'lt'lvh'll'1l~ nt'in . ( G aranteed Standards of Performance) 
~ 

•1uitM••1u Lih~IJ1B 
rJ'1n11•h nlJ~,u 

ifty~1,U~HA 
JJ .PI . n.l'l . ~A . 1~11J111 1 

:•'?? ""~"ufi~1U1<'~1'11Jnwnun11 250 lAillfl 100% 100% 

"~bJ,nu ?.ooo "'''~ 
ll'lEJ1u 5~ 1'u·tl-H1'lt (t'l tJ l 1 ~ 

lfiU S!i fvl11n11 (11Ul 

3 3 f~B~LOa1~1L\J~IJi,.;:€\i'\vl;:hf1L.'I!11~f'IL 

f'ii.LfeiJ 

:< :1 1 n·.,l~u:fi~q1ii1,·1w1ufi~u1~rnm.J~uu 100% 100% 

uontJr~ri'umr1ii1vlw1 

mu1u I~ 'iu>i1n11 (11U) 161 159 30 

tiiu 15 ou>hmr (11U) 

3.3.? n1r~·• uiiuuontJr~nurnrH1Yivh 100% 100% 
I 

mu1u 3 ·i'u~1n11 (11U) .IJ 128 58 

triu 3 'iu>i1mr (71U) 

•1uitA1 .. 1u Lih~111e 
U'ln1f.hL~\H1tl 

if'l!~11!U~HA 
IJ .A. n ,.. , il ~ . 101fiJ1. 1 

3.3.:1 111ftJ1t'J'iil~tltJ;t1;1l,.,l1uu ~~tJ')rlu1:::~u 100% 100% 

uNrliuhli'h Ufl~1WW1n7~Yiru 

· 11u<V-DM11 mu1u 5 ou>i1n11 tnu) 2 4 3 

. 11uq1iiMh •nu 5 'iu>i1n11 (11U) 

I 3.:l .. 1 n1tMn'iil~t1uit1't-a.Jl1m..arlu')rlUn1tti1u 100% 100% 

.,,1--e .,'i~uthu 1 14W1tLfl~ 1u•"'Mfu •~ul'h 114W1 

~1'l~"~uu1~M"'~~~1~114W1 0 

mu 1u 5 'iumrnr (11 U) 

•m~"~uu1~ioi"'~~q1·n,-m, 0 

Lii\J !l iu'r'hn1r (1i ll ) 

:\ :,.[, ll11~ 1 tJ~\Jl~Ufi 1U7n1t C1untN~~1il1l~tJnLfln 100% 100% 

rnn~Hh·l\h) 

"'·niiun17111u1u 25 'iu>i1rnr 0 0 

~,,ilun1r•nu 25 ~\11i1rnr 0 0 

•1uitAf .. 11J LiJ1101J1B 
u•n11•h~U~~,u 

ifcY~1"!\bHA 
IJ .A n., . il.f'l '"fiJ111 1 

3 4 r=etloa1~1!!1vliiuni'u nHil\)n"'~1s1vl;:!, 

t lTuli'"~,n-i'u;l€\i"Lvi;:!,'J!,,~,•~~uil~ujju"; 

~11JL~'81J\'I!AfUnOU ) 

3 ·1 I l~Hhlr-•miin 

L'!IIIHJ:i!l-1 100% 100% 

mu1u 1 'iu>i1n1r (11U) 0 0 

liiU 1 'iu>i1n11 (71tJ) 0 0 

\J!InL'UILa:itl~ 100% 100% 

mu1u 3 'iu>i1n11 (nu) 0 0 

lfl\J 3 ·Tu>i1n1r (r1u1 0 0 

:u ? ~Hlvl nu1~o~f\i 100% 100% 

mu 1u ? 'iu>i1n11 (11U) 0 0 

Lii\.1 2 'iu>i1mr tr·m> 0 0 

3 5 n1f<rhtf~~\Jfi1tlf'tJ~~1 !1tii\!IL;A\ .. f'iiL~\J11111 85% 100~'~~ 

,,IJ;lf'uu~nu'lu•~e~Loa,;lrh~u" 

Jnu1u 10 1\n;,n, t (11fJ ) 0 0 

diu 10 ou>i1n11 (T'lU) 0 0 


