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Tmeme's promise to
| customers s to be
an efficient supplier
of safe, reliable
clectricity and
friendly customer
experience, The
wer distributor’s strategy has
Jways been focused On process
mlification, automation and
S ments to improve network
'"‘rf},mancc.
Over the years, Umeme concluded
¢ integration 'm‘ payment platforms
th all the major financial
W itutions, mobile money operators
m.(_l <ale service points,
""-]‘(;bing cashless on all our retail
catly improved our
""'Clgfif;; efficiencies, improved the
0 istomer experience and freed some
u;(,urcfs tied to cash management
“:‘,rk stream,” Selestino Babungi,
(h(c ymeme managing director,
incd.
C‘ﬁlg‘;,owcr distributor also
rc\'dmpCd its contact centre
through the provision of many
onlinc customer digital channgls,
including the UmemeAp.pA This has
resulted in @ 569% reduction in voice
s and growth in other digital
communication platforms. Umeme
continues 0 be open z;nd accessible
24l7,at the service o_f its customers.
The company continues to review
its customer SeIvice processes to
ensure they are lesg Cumbers.ome and
eliver a faster service experience,
By end of 2017, the power utilty’s
istomer base closed at 1,125,291 of
which 70.1% are on prepaid metering

‘Y?rk,fg'plan is to convert the
remaining households from postpaid
o prepaid metering in the next one
ear,” Babungi said.

Umeme’s industrial customers
require continuoug quality electricity
supply, for ind}lStnal production,
The reliability improvement projects,
under implementation, are projected
fo improve the quality and reliability

upply.

Ofsf)rgg g’f the key projects
jmplemented to reduce outages
include the Moniko substation in
Lugazi, Nyakesi substation in Tororo
to cater for the Tororo Cement
Industries expansion plant, and
the National Cement Company
and Hima Cement, the two new
cement plants setting up in Tororo,
distribution automation, integration
lines, Luweero-Kapeeka lines and
distribution infrastructure protection
schemes.

There are also the technical
engineering service zones for the
customers to minimize travel times
and prolonged outages. Also the
development of an Asset Master Plan,
as concluded and the company has
commenced implementation of [SQ
55000 on assets management,

Over the last 12 years,
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+ distribution infrastmucnyre have
+ infrastructure, improved efficiencies,
+ tripling of customer connections,
+ supply reliability and improved
i “Asaresult, the electricity supply
+ industry is financially stable, with 105
+ minimal govemment subsidics,”
* expansion and access to clectricity 100 9
+ contributes to Uganda's economic
+ development and improves social '
: ¢ 95 4
+ household incomes, >
+ Umeme realizes that the 94.0
+ government's ambition of increasing 90
+ 23% (of which 16% s on the grid)
+ to 40% of households by 2025, 85 ,
+ coupled with the projected increase 2012 2013
+ in effective generation capacity from
+ the current 650MW to over 1,600MV
* by 2020, underlines the urgency
+ network. T e e
As such, the company estimates  Capital Investmer
+ an investment of $1.2 billion over
+ govemment objective. “Mobilisation Ussm
+ and deployment of this capital shall w0 -
+ be an important work stream for the
Continuous investment in the grid
ensures its efficiency, reliability, safety
and ability to evacuate and distribute
Babungi explained. i
The utility has made tremendous 1 |
2 o 7 102
improvements in its domestic and s
Yaka game changer revolution
mainly for domestic, commercial
and government customers, with
+ prepayment billing, cashless with
+ over 16 partnering commercial banks,
+ mobile money services, Eezymoney
+ The introduction of SCADA/
+ intelligent network watchdog,
+ on the network and also helps in
+ quick supply restoration, reduction .
+ in outages, Automated Meter

< led to the doubling of the physical

+ customer service,

¢ Babungi added. Increased grid 100.3

+ services like education, health and

+ electricity penetration from current

+ for investments in the distribution

+ a 10-year period to achieve the

+ company over the coming period.
increased generation capacity,”
industrial service delivery with its

+ up to 70% of the customer base on

+ and PayWay,

+ which helps in detecting faults

+ Reading (AMR) for large consumer

& users, e-bills and SMS bill, al of UME
+ which have offered customers a GOV
+ better experience by giving them

+ the power to manage and control 0 F \
+ their consumption and bills. The 1
+ company has also improved its P EN
+ technical capabilities, organisational U R‘
+ development, engineering, human

+ resource and contractor capabilities. D\S

: AMR benefits
: Umeme has injected approximately & decisiy
+ §18min the Automated Meter + meters
+ Reading (AMR) technology to s efficie
+ support its operations at metering Laswe
« installations as well as protect the & The
: revenue from of the industrial and comr
+ commercial customers. AMR is

+ atechnology of remote collection .

+ of consumption and other meter L out
+ data to a central location for billing, VA
+ roubleshooting, and analysisfor % tot
: management and operational +Th
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