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Com o objectivo de proporcionar
aos clientes uma melhor experiéncia
de servigos online, a CEM integrou
os actuais website corporativo e
“portal e-Servicos” numa unica
plataforma de servigos baseada nos
habitos de pesquisa dos utilizadores
de hoje, e lancou a nova “App
e-Servicos”, permitindo aos clientes
uma pesquisa mais rdpida e mais
conveniente, e uma experiéncia de
servigos “one-stop”.

O novo website adopta um
design de tecnologia adaptativa,
através da qual as defini¢ges das
imagens e das palavras no site
retém a configuracdo original
dos smartphones e tablets de
diferentes tamanhos. O novo
design permite aos utilizadores
encontrarem a informacdo de que
precisam mais facilmente, gracas a
contetidos e rotulagem mais ricos
e claros.

A “App e-Servicos” também
apresenta varias funces novas,
como mensagens personalizadas,
utilizacdo alargada de servicos
online e reporte de incidentes, etc.

In a bid to provide customers with
better online service experience,
CEM integrated the existing
corporate website and the
“e-Service portal” into a unified
service platform based on the
browsing habits of today's users,
and introduced the new “e-Service
App”, offering customers faster
and more convenient browsing
and one-stop service experience.

The new website adopts a
responsive web design technology,
through which the settings of
images and words on the website
will retain the original design
on smartphones and tablets
of various sizes. The brand-
new design allows users to find
information they need more
easily thanks to richer and clearer
content and labelling.

The “e-Service App” also features
a number of new functions,
such as personalized messages,
comprehensive online application
service and incident report, etc.
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A instalacdo em larga escala de
contadores electrénicos teve infcio
em 2012, e no final de 2016, ja
substituimos mais de 210.000
contadores mecanicos. Em 2017,
substituiremos os restantes
contadores mecanicos.

A Direccdo de Clientes deu inlcio
a um Projecto de Aperfeicoamento
de Fluxo e Tratamento de Dados
em Setembro, para melhorar os
padrdes do servico ao cliente
e a eficiéncia operacional.
Os desenvolvimentos mais
importantes inclufram a constru¢cdo
de uma plataforma de acesso
tnico, integrando os dados de
contacto dos clientes e expandindo
o servico de notificacdes por SMS.
O projecto estd agora em fase de
testes e tem langcamento planeado
para Marco de 2017.

2% B EE UG

Faca login ao website da CEM
Log in CEM website

[=]

Mass application of electronic
meters started from 2012, and
as of the end of 2016, we have
replaced more than 210,000
mechanical meters. In 2017,
we will replace the remaining
mechanical meters.

In September the Customer
Services Department kicked
off a Workflow and Data Mode
Enhancement Project to further
improve customer service standard
and operating efficiency. Major
developments included building
a single view platform integrating
customer contact data, and
expanding the mobile phone SMS
notification service. The project is
now under testing phase and is
planned to be launched in March
2017.

Fad CAR#S App

Faca o download da App e-Servicos

Download e-Service App
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Indicadores * Indicators

Um dos mais importantes
objectivos da CEM é prestar aos
nossos clientes servicos de energia
seguros, fidveis e de qualidade.
O nosso desempenho voltou a
cumprir os parametros em 2016,
com todos os indicadores-chave
de desempenho a ultrapassar
os objectivos referenciados no
contrato de concessdo.

One of CEM’s most important
objectives is to serve our
customers with safe, reliable
and quality power services. Our
performance met the standards
once again in 2016, with all
Key Performance Indicators
surpassing the targets set out in
the concession contract.

BiR R

Y PRFEA] FIFEEL « ASAI - Indice de Disponibilidade Média do

Servico » ASAl - Average Service Availability Index

BEFFEHIEBIFERFREIEH « CAIDI - [ndice da Duracio Média

dos Tempos de Interrupcdo no Cliente « CAIDI - Customer Average

Interruption Duration Index

{tEE# 2 » Ligacdo do Fornecimento « Supply Connection

EHWEHS - Religacdo do Fornecimento * Supply Reconnection

EE ¥, 4| 1F « Correccdo da Factura » Bill Correction

{3572 » Tratamento de Reclamacdes « Complaint Handling

T4 AR T « Marcacdo de Visitas = Appointment Time Schedule

FE2MRF » Servico de Emergéncia « Emergency Service

WR1E B L FE « Restabelecimento do Fornecimento +

Supply Restoration

AFBRHER » lluminagdo Publica « Public Lighting

Objectivos = Targets

Resultados * Results
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Tendo beneficiado da queda dos
custos da producdo local de energia,
de pregos de importacdo mais baixos
e da depreciacdo do Renminbi em
2016, a Clausula de Ajustamento
da Tarifa (TCA, na sigla inglesa)
continuou a baixar durante o
ano. A TCA contratual calculada
registou uma reducdo de 26% entre
o primeiro e o quarto trimestres.

Com o apoio do Governo da RAE
de Macau, a CEM tem vindo a
oferecer descontos na TCA aos
clientes do Grupo Tarifario A desde
2008, com o objectivo de manter
estdvel a tarifa, cobrindo mais de
99% dos clientes. Os descontos
situaram-se entre os 3% e os
12% em 2016, envolvendo um
montante de subsidio total de

aproximadamente 42 milhdes de
Patacas.

Benefited from dropping costs
of local power generation, lower
importation contract prices and
the depreciation of Renminbi in
2016, the Tariff Clause Adjustment
(TCA) continued to fall during the
year. The contractual calculated
TCA recorded a reduction of 26%
from the first quarter to the fourth
quarter.

With support from the Macau
SAR Government, CEM has
been offering TCA discounts to
Tariff Group A customers since
2008 in a bid to maintain stable
tariff, covering over 99% of the
customers. The discounts were
up to 3% to 12% in 2016,
involving a total subsidy amount
of approximately MOP42 million.

EFRBEEFERENKFEFRBHL

A Agente de Assisténcia a Clientes Kristy Lei no Centro de Atendimento a Clientes da Taipa
Customer Service Officer Kristy Lei at Taipa Customer Service Centre
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ABEFHWEREREIT (RFIE/TRE)
Desconto na TCA para o Grupo Tarifario A (MOP/kWh)
Discounted TCA for Tariff Group A (MOP/kWh)

0.42 0.42

o 0.37
| 0.36 0.36 / .,  0.35 0.35 g.34

-
e

.31 0.31 0.31

B—F/1T/1Q ETFE/0T/20 B=2/3T/3Q B/ 4T/ 4Q

W e E BRCHEF B naER
Valor Contratual Grupos Tarifarios B e C : Grupo Tarifario A
Contractual Value Tariff Group B & C Tariff Group A

RENEBEERRERASHEREHRE
FEEFFEE (R / TER)

- A Tarifa da CEM é Mais Baixa do Que na Maioria das Principais Cidades do Mundo
Preco Liquido da Tarifa para Clientes Residenciais ( MOP/KWh )
CEM 's Tariff is Lower Than Most Major Cities Around the World
Residential Customer Net Tariff Price ( MOP/KWh )
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TEMMHEE (£) RESSRFEMER (5) REEMHIE
O Engenheiro Lam lo Fai e o Operador Técnico Sénior Chan Wah Kan junto & caldeira auxiliar

Engineer Lam lo Fai and Senior Technical Operator Chan Wah Kan at the auxiliary boiler
FHEE : L2016 SEMNFEEESSATFHARE 430 TRHINRFY 200 TREWGHEHE AL LT

Nota: Bgseado no consumo de energia residencial médio mensal de 430 kwh, mais o subsidio do governo a electricidade de 200 Patacas
no 4°T de 2016

Note: Based on the average monthly residential power consumption of 430 kWh plus the government electricity subsidy of MOP200 in 4Q
2016

W
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A fiabilidade do fornecimento de
energia em 2016 foi relativamente
estdvel comparativamente com
os anos anteriores. O [ndice
de Disponibilidade Média do
Servico (ASAI) baseado na
responsabilidade da CEM foi de
99,9998%, um nivel de servico de
qualidade excepcional, em termos
mundiais. O Indice da Duracdo
Média dos Tempos de Interrup¢do
(SAIDI) foi 1,21 minutos’, o [ndice
da Frequéncia Média dos Tempos
de Interrupcgdo (SAIFI) foi 0,13'
e o Indice da Duracdo Média dos
Tempos de Interrup¢do no Cliente
(CAIDI) registou 9,57 minutos'.

The reliability of power supply
in 2016 was in relatively stable
condition compared with the
past few years. The Average
System Availability Index (ASAI)
based on CEM's responsibility
was 99.9998%, standing at the
world’s advanced power supply
service level. System Average
Interruption Duration Index (SAID!)
clocked 1.21 minutes' ; System
Average Interruption Frequency
Index (SAIFI) was 0.13 time'; and
Customer Average Interruption
Duration Index (CAIDI) recorded
9.57 minutes’.

Programa de Subsidio do Governo a Electricidade
Government Electricity Subsidy Scheme

LEEENE  RPIRNEBER
FEFEFREHURA—FEARM
200 T EBMWRMSTE > %
BFEBUE 215,220 °

De forma continuada pelo nono
ano consecutivo, o Governo
da RAE de Macau anunciou
o Programa de Subsidio a
Electricidade, com a duracdo de
um ano, destinado a clientes
residenciais, no valor de 200
Patacas mensais. O numero de
beneficiarios atingiu os 215.220.

Continuation to the ninth year, the
Macau SAR Government launched
the one-year Government
Electricity Subsidy Scheme for
residential customers with a
monthly subsidy of MOP200.
Number of beneficiaries reached
215,220.

1. AR EE EmiE Y tE RET - Interrupcoes da responsabilidade da CEM - Outages under CEM's responsibility
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A CEM criou a Comissdo de Ligacdo
ao Cliente em 2000. Esta Comissdo
é integrada por representantes de
varias associacdes e instituicdes,
bem como de departamentos
relevantes da CEM. O numero
de membros aumentou desde o
primeiro mandato, dos 27 para os
actuais 37 membros do corrente
sétimo mandato. E altamente
representativo, cobrindo 25
associacoes e instituicdes locais.

Para além de partilhas regulares
nas reunides trimestrais, a CEM
também organiza visitas ao exterior
todos os anos. Em Setembro
de 2016, a Comissdo fez uma
visita de quatro dias a Singapura,
visitando o processo de producdo
local, e fornecimento de energia
e projectos de ediflcios de
conservacdo de energia da Power
Automation Pte Ltd., Keppel Power
Plant, Sembcorp Power Plant e da

Universidade de Tecnologia de
Nanyang.

CEM has established the Customer
Liaison Committee since 2000.
The Committee comprises of
representatives from various
associations, institutions as
well as relevant departments of
CEM. The number of members
increased from the first term of
27 to the current seventh term of
37. It is highly representative with
coverage of 25 local associations
and institutions.

In addition to regular exchanges
at quarterly meetings, CEM also
organizes outbound visits every
year. In September 2016, the
Committee paid a four-day visit to
Singapore, visiting the local power
generation, power supply and
energy-saving buildings projects of
Power Automation Pte Ltd.,, Keppel
Power Plant, Sembcorp Power
Plant and Nanyang Technological
University.
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Membros da Comissao de Ligacio CEM-Clientes
Members of CEM Customer Liaison Committee
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MPIREREE

Camara de Comércio de Macau
Macao Chamber of Commerce

B TEMSEw
Federacdo das Associacbes de Operdrios de Macau
Macao Federation of Trade Unions

p: ke apsak = =g
Unido Geral das Associactes de Moradores de Macau
General Residents Association of Macau

Al CEed A= g th
Associacdo Geral das Mulheres de Macau
Women's General Association of Macau

MEREEREE
Associacdo de Construtores Civis e Empresas de Fomento Predial de Macau
Macau Association of Building Contractors and Developers

B ERE S
Associacdo Industrial de Macau
Industrial Association of Macau

y: A E SR
Associacdo de Engenharia e Constru¢do de Macau
Macau Construction Association

BASERELTY
Grémio dos Ourives de Macau
Macau Goldsmith’s Guild

REEREMSHE
Associacdo Geral dos Comerciantes de Restauracdo de Macau
United Association of Food and Beverage Merchants of Macau

M EREEE
Associacdo dos Empresérios do Sector Imobilidrio de Macau
Macau General Association of Real Estate

R EhERSEE
Associacdo Geral do Sector Imobilidrio de Macau
Association of Property Agents and Realty Developers of Macau

B EBEZEY
Conselho do Consumidor
Consumer Council

MR AREXRRT RS
Associacdo dos Consumidores de Companhias de Servico Publico de Macau
Macau Association of Consumers of Public Utility Companies

MFEEIRE S
Associacdo dos Hoteleiros de Macau
Macau Hoteliers & Innkeepers Association

R EEEETE
Associacdo de Gestdo Imobilidria de Macau
Property Management Business Association of Macau

MPRERB RS A

Associacdo de Servigos de Entretenimento de Macau
Macau Entertainment & Service Association

BPRERESHE
Associacdo dos Profissionais de Electromecanica de Macau
Macau Electromechanics Professionals Association

B RESEEBEE
Associacdo de Comerciantes e Servicos de Turismo de Macau
Macau Association of Retailers & Tourism Services

R ERREEE
Associacdo Comercial de Fomento Predial de Macau
Macau Trade and Land Development Association

MPACE Trahfe
Associacdo Industrial e Comercial da Zona Norte de Macau
Industry and Commerce Association of Macau Northern District

RPEETHEMSE
Associacdo Industrial e Comercial das llhas de Macau
Industry and Commerce Federation of Islands of Macau

RPPEIE R
Associacdo de Empresas Chinesas de Macau
Macau Chinese Enterprises Association

=33 L]
Instituicdo de Alianca do Povo de Macau
Macau Institution of People’s Alliance

BRI
Associacdo de Pequenas e Médias Empresas de Restauracdo
Association of Macau Small and Medium Enterprises of Catering

RESREX DS
Associacdo de Convencdes e Exposicdes de Macau
Macao Convention & Exhibition Association




