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1- Analysis of the complaints 
submitted to SU Eletricidade



Complaints received by SU Eletricidade
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Complaints made through the regulatory entity (ERSE) 
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SU Eletricidade resolution time to complaints received
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Evolution of the channel chosen by the consumer to present their 
complaints
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Classification of claims by classes
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2- Analysis of claims submitted 
to the Ombudsman



Claims received by the ombudsman
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66% of all claims were preceeded by former complaint or information 
request to the company

43%

23%

34%

Complaint Information request No previous contact



68% of all claims presented either received a positive decision by the 
consumer Ombudsman or were previously solved
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Classification of claims by classes
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93% of all the claims received were made by SU Eletricidade clients
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Over 23% of all claims were made by a repeated claimer
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Both average times reduced over the last year
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Claims Management Model by SU Eletricidade Customer Ombudsman

Customer

Ombudsman website

Claims Information 
System (SWAT)

Claims Management 
by Ombudsman support 

team
(André Pais de Carvalho)

Ombudsman
Professor Luís Valadares 

Tavares

Claim information by
the company

(Caetano Macedo, Ivo 
Sousa, Sónia Sobral, José 
Lopes e Catarina Cecílio) 

Implementation of
the decision by the

company

Ex-Post evaluation of the
Ombudsman by the customer

Decision

LVT, Green 2021

219 total claims
in  2021

Avg. 4,27 working days
for the decision to reach
the customer

23% of all claims had unfavorable decisions:

Main reasons:
- Responsability transfer(27%) 
- Non resolution (23%) 

Average time untill
implementation: 2.2 days

94% of all decisions were
favorably implemented


