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1- Analysis of the complaints submitted to SU ELETRICIDADE
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Complaints received by SU ELETRICIDADE 

By year Per month
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Complaints send to ERSE
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Distribution of SU ELETRICIDADE complaints resolution time 

Average resolution time per month (in work days) Distribution of resolution time
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Complaints channel distribution
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Taxonomy of the complaints 
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2- Analysis of claims submitted to the Ombudsman
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Claims received by the Ombudsman
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83,2% of all claims were preceeded by former complaint or information 
request to the company
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70,4% of all claims presented either received a positive decision by the 
customer Ombudsman or were previously solved

22,5%

25,4%

43,4%

4,5%
4,1%

Parcially favorable decision

Claim already resolved
Negative

Claim directed to other company
Totally favorable decision

18,0%

57,8%

24,2%

Information deficit
Non resolution
Transfer of responsability

Type of decision of the Ombudsman Origin of the customer’s claim

12



Taxonomy of claims 
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93,4% of all the claims received were made by SU ELETRICIDADE clients

Percentage of claims made by clients Type of client
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36,4% of all claims were made by a repeated claimer

Percentage of claims by Quality of Service zones Percentage of repeated claimers
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The average resolution time (A+B) for customer claims dropped from 4.7 
days to 3.2 days in 2022, a 32% decrease. 

Average duration of the information 
process in working days

Average duration of the Ombudsman’s 
decision in working days 

(A) (B)
Average duration of execution of the 

decision in working days 
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Ombudsman Satisfaction Indicators (based on the 4 PETALS MODEL)

Pre-Decision Support Contracts and Acquisitions After Sales Services Litigation Management

7
11

30

9 5

1 2 3 4 5

12

18

22

9 1

1 2 3 4 5

8
2

17
19

16

1 2 3 4 5

7
5

19

7

24

1 2 3 4 5

17



22

END


