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Abstract 

Local public transport in France changes with decentralisation and deregulation. This transformation leads to new regulation tools of the sector besides competition and delegation of public utility. More and more, transport authorities express the need of local decision-making tools, and of incentives to encourage operators to improve performance of the service. So, in order to be able to control the performance of the public transport utility, local authorities try to appropriate a capacity of expertise that they did not necessarily acquire previously. 

This paper suggest a comparison between different networks industries (public transport, electricity, water and telecommunication) in the field of introduction of performance indicators. The aim of the paper will be double. First, show why and how, according to the recent evolutions in different local networks, the dimension of the performance, in the regulation of the different sectors, is taken into account. Then, it is about to compare the different sectors (electricity, water, telecommunication and urban transport) on the compromise performance/competition/regulation, and the introduction of indicators as instruments of measurement. This reflection allowed us take some conclusions for the French urban transport. 
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Introduction 

The context 

The French public transport is an emblematic local sector. It is defined as the model of “local public utility” à la française. This model has characteristics of public goods well known of the economists : natural monopoly (organized by the authorities), externalities, …. And, the public transport utility must answered to precise principles : equality, continuity and adaptability. 

The delegation of public transport is the main organizational form. It is the dominant contract form in France. In general, the service is provided by private operators for a determined time. Important companies as Veolia Environment are present in the public transport but also in others sectors as water or electricity. They are multi services companies. It is one of the other particularity of the model of “local public utility”. 

Today, French public transport knows significant evolutions. Indeed, they imply public local competencies of local authorities and private technical and financial know how. This double public/private competencies is traduced thanks to Contracts. The Contracts have evolved to introduce incentives to oblige the operator to performance and quality of service. Then, the competition
 give new organizational form.  The European Union encourage local authorities to introduce bid Contracts to support competition in public transport. 

Despite the delegation of public utility as instrument of regulation and the competition, the reflection on the performance is more and more important for public authorities. It is about to offer a efficient service with quality of service, low costs and satisfy needs of transport. Thus, introducing performance instruments appears an necessity in the public transport because of this evolution : decentralization and competition. Indeed, local authorities will have to consider and adapt to local level local public management tools and specifically statistical data to traduce the performance. This requirement of statistical data is particularly important for the local public services. In addition, liberalization, by the introduction of a European regulation with a “competition by the market” changes the technical, lawful and economic conditions under which the local public services is organized.

Topics and issues 

This evolutions and the complexity of the contractual in the public transport between local authorities and private companies redefine the regulation of public transport in France. Indeed, the criterion is more and more taken into account with competition and contractual forms. Consequently, integrate the performance evaluation in the regulation of the sector becomes a need. 

In effect, the local authorities, to take into account the performance of the service in their political decision in the field of public transport must reconsider the tools for evaluation, which look for new tools. Thus, more and more, the idea to develop a “regulation by the performance” emerges in the public transport. It is not only any more to promote competition, but also to take care that the objectives raising traditionally of the general interest can be achieved by measuring the efficiency of transport networks in their environment. The performance (in the sense efficiency) of the local public management give an interest to how it can be measured with performance indicators. 

Topic and issue 

In this paper, there is two important principal topics that would be approached. 

First, the issue of the regulation of local networks industries : a topic less taken into account than for the national networks industries (electricity, telecommunication). The question associated will be as followed : what are the mechanisms of the regulation which were set up in local sectors as water or public transport? 

Secondly, the performance and his measurement is a mystic problem concerning the public utilities. We are in the frontier between public sphere and private sphere. The question associated will be as followed : what are the engines of the evolution of the performance of public utilities? 

This paper forms part of my thesis on the introduction of indicators of performance in the urban public transport in France. 

Plan of the paper  : between performance, regulation and competition 

The aim of this paper is to present a benchmarking on the organization and the regulation of different local networks industries according to the three  important dimension regulation, competition and performance. 

First, the general framework deals with the different actors, their role and their power from a national to a local level of the regulation. The different level of regulation (national, local) depends on the sector. And it is about to demonstrate if the balance of power between local authorities, operators, and users are similar. This will give some explanations regarding similarities and differences on the regulation model based on the performance of each sector. 

Through this comparison, we will demonstrate that experience regarding introduction of performance indicators evolve according to the sector considered. And, the compromise between competition, regulation and performance seems to be different in the public transport and water sector.

Furthermore, we will be able to highlight the specificity of each sectors, in particular the urban transport sector : to raise problems regarding transparency of information between the local authorities and the operators, the role of indicators in the performance measurement of public utilities. Those different points allow tend towards a analysis and give conclusions compared to the public transport. 

Part 1 : The general framework : actors, monopoly, competition and the public utilities performance 

The different actors in charge of the organization of each sector is the first approach of the analyze. It will be a way to examine the relations between the national and local level in the different networks industries. We will demonstrate in what way, in some sectors, the State encourages the construction of performance indicators (water, electricity). In the French networks industries, the Government seems to play a strategic function (electricity, telecommunication, water and not really for public transport since the end of financing in the 2000’s). 

1. Publics actors, private actors : the “triangle actor” of the performance 

In what the structure State/local authorities/operators is different according to sectors in the field of the performance of network industries? Through this question, it will be about to the role and the respective capacity of each institutional actor in the field of performance measurement of network industries. 

a) The Water sector 

1. A strong withdrawal of the State with decentralization?

The State seems to be the large absent from the relation between the local authorities and the private companies. In fact, the weight of the central capacity in the management of the water services was fluctuating during times. But, since the laws of decentralization of 1982, its withdrawal is net: the State does not intervene directly any more in the contractual relations.

However, the Department for Ecology and Sustainable Development proceeded in 2001 to a diagnosis on the evaluation of the water public service
. This national diagnostics depends on an inventory of performance indicators used by different water organization (Fédération Nationale des Collectivités Concédantes et Régies, Service Public 2000, Institut de la Gestion Déléguée, …). Thus, the Department for Ecology made a proposal for a panel of performance indicators. The complete service of water is taken into account. The performance indicators are addressed as well as to local authorities as to operators and users. The final purpose of the definition of common performance indicators (table 1, table 2) is in implementing a observatory of the water services. This observatory will be make comparison between local authorities and operators. Among those performance indicators, the Department choose to extract some indicators to prescribe a restricted list of it intended exclusively for the information to the consumers (table 3). 

2. The old and central position of the local authorities  

In France, the local authorities are responsible for the organization of the water service water and are owners of infrastructures. They play a central position for several reasons : in France, water is a local resource; the distribution out of water is an network industry implying the durable occupation of the public domain that only the communes can authorize; the communes have responsibilities for hygiene safety; the communes (or groups of communes) choose the operator of their choice. Indeed, the local community can choose to manage directly the service (direct management) or to delegate to private operators (delegated management). 

3. The place of the operators : towards a management of the customers

The operators manage the exploitation, and the maintenance of the infrastructures. They must be also in charge of the management of the customers (subscription, management of the requests and the complaints, invoicing). Private statute, the operators of the water public utility are by contract dependent with the decentralized actors who are the local authorities.

b) The Electricity sector 

1. The role of the State : between planning and “public service”

The State intervenes in the sector within the framework of the constraints to which the public utility of electricity is subjected : environmental protection, control of energy and the regional planning. These requirements are essential through the planning established by the State which is responsible for the define the French dependence energy and the security of supply (through Contracts of Plan). This planning results in essential functions of the State in the electricity sector. 

Note 1: Functions of the State in the electricity  sector 

· the definition of a national policy of energy and in particular of electricity;

· coherence with the policies of control of energy, environmental protection, regional planning; 

· the planning or long-term programming of the manufacturing units of the grid system; 

· authorizations for new producers or the decisions of organization of invitations to tender; 

· the definition of the contents of the service of general interest of electricity; 

· the follow-up of the electric sector and the initiative of the legal texts and their evolution; 

· the signature of the contract of plan with the company EDF; 

· the role of administrator of publicly-owned establishment EDF.

2. Local authorities : old institutional role versus recent function of control

The implication of the local communities in the electricity networks has constituted since one century an important aspect of the local institutional life. Owner of the distribution electricity networks, local authorities try to set up policies of regional planning and quality of service rendered to consumers. The local authorities seem to integrate the function of control yet (part II).

3. The historical operator EDF guarantees the “service public” 

Intermediate position in comparison with the other public utilities, the company Electricity of France (EDF) is signatory of a contract of plan with the State. For the activity of distribution, it signs, as well as the water and urban public transport concession Contracts with local authorities (Part II, 2, a) : Contractual framing and transparency of information). The local authorities as the users do not have other choices to be provided near the historical operator, namely the natural monopoly, (the opening to competition being planned for 2007). EDF plays the central role of guarantor of the correct operation of the electricity public utility: it ensures the security of supply, it manages the infrastructures of transport and of distribution, it serves the non eligible customers and in particular the domestic customers to whom it guarantees the right to an electric power. Lastly, it assumes the obligations of public utility.

c) The Telecommunication sector 

1. Towards a loss of legitimacy of the State

Originally, the State provided the function of exploitation of the telecommunication networks. This answered the “natural theory of monopoly”. This was perfectly comprehensible in a context where the fixed costs were so important : only the State could invest, exploit and control the activity considered then as a telecommunication public utility. And, even if the company was privatized, the monopoly was the rule. The technological development, and the efficiency induced by competition quite higher, changed the order. Consequently, the relation between the operator and the State changed. The State lose its legitimacy in the achievement of this activity. The telecommunication activity was finally opened to competition. To take into account this situation, the State reallocated roles between the local authorities and operators. It conducts to the appearance of the function of “independent regulation”, the Authority of Regulation of the Electronic Communications and Stations (ARCEP).

2. A nascent role of the local authorities in the telecommunications 

The L.1425-1 article of the General Code of the Local Authorities significantly extended the field of competencies of the local (Law on confidence in the numerical Economy of May 13, 2004). This article authorize local authorities becoming operator of operators of telecommunications networks and even operator of services in case of insufficiency of the private initiative. 

The local authorities can choose between a mode of direct management of their network or a mode of delegated management (delegation of public utility). They must make sure that the provision of those infrastructures to the operators are done under transparent and non discriminatory conditions. Like any operator, the local authorities will be subjected to the regulation exerted by the regulator, ARCEP. 

3. The operators : competition as sign and vector of the performance

Old nationalized company then privatized in 1997, France Telecom (historical operator) is in competition with other private operators. The users as the local authorities thus have the choice between various operators.

d) The urban transport sector 

1. The role of the State : performance and national indicators since 1970’s
It is only from 1970’s that the State but also the local authorities started to follow policies in favor of the transport public utility. Since 1979, the system of contractualisation which still envisages for the sector of electricity a contractual relation between the State and the local communities does not exist any more in transport. And, until 1979, from 1970 to 1986, the practice of the indicators existed through the contract of productivity and the contract of development. Several national initiatives exist to product indicators or, at least transport ratios. 

The public transport sector presents a characteristic compared to the other public utilities in the action by the Department of Transport. By the legislation, the Department of Transportation (Centre of Studies on the Networks, Transport and Public Constructions, CERTU) initiates practices of evaluation of the transport public policies through principal national initiatives. 

First, the “urban travel plan” (plan de déplacement urbain) are evaluated with indicators. Those indicators must measure the balance between financial means and public transport policy goals. Thus, a panel of 251 indicators
 are proposed by the Department of Transportation (Centre of Studies on the Networks, Transport and Public Constructions, CERTU). Among those indicators, 5 key indicators affect the public transport.

Note 2: Evaluation of “urban travel plans”. National indicators of the French Ministry of Transport

· kilometric offers by type of material

· Commercial speed of urban collective transport

· The number of clean collective freight vehicles by type of motorization

· Annual patronage of the urban transport network

· The distribution of travel by type of transport document 

Next, the French Department of Transportation encourages the local authorities to introduce local observatories ensuring the definition of indicators. Those indicators are necessary to follow the local travel plan and the collection of local data. 

Another initiative of the French Ministry of Transport consists on the production of a statistical data base (since 1975) with statistical ratios. This statistical data results from an Annual survey called “Green Books”
 for local authorities and operators. This collection makes it possible to produce an Annual statistical book
 with specific transport ratio. (Figure 1)

Note 3: Ratios of the survey "Green Books" in the French Public Transport 

· Characteristics of the network: the service road, the number of lines, the amplitude, the speed of exploitation, yearly consumption of energy

· The offer of transport: the number of kilometers, total number of place measures in offered kilometers 

· The use of transport: accomplished journeys, the rate of correspondence

· Staff of the exploitation

· The vehicle fleet used by the operator 

· Tariff receipts

· The operating and financial statement: expenditures in operations and investment, resources in investment and operation 

But as for the sector of water, the State seems to be a major actor in the field of production of indicators. But the action of the State was not satisfied to produce legislative rules and standards and to produce statistical data. It also seeks to be force of proposals in the definition of criteria of performance. 

2. The local communities and operators : between the search of a function of control and tools for piloting and financial and technical tools 

The Law “Loi d’Orientation des Transports Intérieurs”, of December 30, 1982 is the fundamental law of organisation of the public services of transport. It affirmed a right to transport having to make it possible to move "under reasonable conditions of access, quality and price as well as costs for the community". The LOTI also clarified the relations between local authorities and operators (when the community has recourse there) by imposing the contract between the two parts. 

This law framework frames and fixes the context in which transport is organised and carried out. Regarding the performance, the article 14 allows to fix to the local authorities and the operators an economic requirement of effectiveness. The local authorities, whereas they are in charge of the organisation of the sector, they have not always the possibility to control the performance both of the service, the contract and the operator (Part II).

Lastly, the research of the best cost for the Authority and this principle of agreement prepared the ground for the application in 1993 of the Law known as “Sapin Law”. The 1993 “Sapin” legislation set the new guidelines to local transport authorities. Local transport authorities assemblies are to decide on the principle and characteristics of all delegation of public services. They vote on the choice of the operator to whom they delegate and on the contents of the delegation Contracts. The decision to delegate and the type of delegation are political choices that are reflected in the type of delegation Contracts. Quality (comfort, reliability, information), cost (productivity, maintenance), fares (social, unemployed, handicapped), level of service (frequency, capacity) : a combination of these criteria form part of the delegation Contracts. 

In general, when the operator have to measure the performance of the service, he often use technical and financial tools (Part II). 

e) Conclusion 

To conclude, it is well-known that the State plays in France as the “contractor by default of the service of general interest” in network industries. With the decentralization of the official functions, the State could disengage himself its functions completely. With regard to the production of indicators to measure performance of the public utility, we should not early conclude to a total disengagement of the State. 

Then, in the water, the urban transport and telecommunication sectors, the local authorities did not yet completely acquire the culture of measurement and tools of control. Same issues in the network industries recurs : the lack of expertise on behalf of the local authorities and especially in public transport and water, reflection of the local public utility model. Each three actor seeking to make prevail a model of organization, the definition of the performance is some differentiated according to the institutional actor (State, local Authority, operator), (Table 4). 

The analysis of the triangle State-local authority-operators shows that each actor can have his own definition of the performance and his own system of indicators. The lack of expertise on the local authorities, in particular in the field of transport, can cause disagreements in the translation of the performance. 

2. Monopoly and competition

Before the 1990’s, except the public transport sector, the water, telecommunications and electricity sectors were in close situations : a monopoly for a long period. 

But those monopolies were in different nature with a more or less important competing context. Thus, the structure of market monopoly, oligopoly, duopoly can also have an influence on the structure and the contents of the statistical data produced on the performance.

a) A strong concentration and a weakened competition : from an oligopoly to a monopoly system

The water and public transport have an oligopolistic structure. In what way this market structure in network industries is unfavorable to transparencies of data? In those two cases, the structure of the market  is a competition “for the market”. 

1. A concentrated market : the water network industry 

Whereas in France, networks activities are organized in monopoly (electricity), the water sector sees the communes choose the delegated management with private operators. Three oligopolies (three dominant operators : Veolia Water, Suez Lyonnaise of Water and Saur), have accumulated for several decades revenues which place them like multi-service and international groups. 

The oligopolistic structure is a risk for the users. First, it weakens the competitive pressure. Then, it increases the suspicion of agreement or implicit coalition between operators. In 2002, the Council of Competition showed the illicit agreement between two of the three groups Suez and Veolia Water. The mechanism of agreement consists in dividing markets without invitations to tender. And the groups pass on information on the network in an illicit way despite the Law. The Council however did not inflict financial sanctions towards the two groups. In France, the three companies divide the market with the delegation public utility forms. Such a structure is typical of a very concentrated market. For example, a strong concentration of the invitations to tender in the large cities is around the Veolia Water and Suez Lyonnaise of Water. In a report published in 1999
, the High Council of the Public utility notes that only 5% of the Contracts are not renewed with the outgoing operator The Directorate-General of Consumption, the Competition and the Repression of Frauds specifies in a note of 1999: “whatever the number of expressed or studied candidatures, attribution is allocated almost ineluctably to the preceding holder. This one appears to have a net favors comparative reinforced by a tendency hardly camouflaged of the communities to want to continue to work with the same person receiving benefits if it gave satisfaction”. We are thus within the framework of a monopolistic water system in fact. 

2. A concentrated market : the public transport case 

The public transport, does not have the same degree of competition as the electricity or telecommunication sector. Indeed, the sector is traditionally dominated by  three groups (Veolia Transport, Keolis and Transdev). They share the exploitation of the networks (as for water). 

The difficulty for new operators to obtain the attribution of a market by competitive tendering is real. For new owners, the difficulty in penetrating the market is real so much competition with the great groups proves to be unequal. Consequently, it acts primarily of an oligopolistic market dominated by three groups : Keolis, Veolia Transport and Transdev. 

In this sector, the lack of competition is important. In the results of the Association of Transport Authorities investigation
 (GART, Groupement des Autorités Responsables des Transports), very few local authorities was approached by new contractors sector
. A double reason can be developed to explain this: economic reasons and political reasons. In the first case, the traditionally deficit of public transport combined with small gross margin to discourage possible candidates to penetrate the transport market. Reasons of a political nature can also justify the absence of an effective competition. 

The Council of Competition made public a decision
 in which it sanctions the companies Keolis, Veolia Transport and Transdev for the 1994-1998 period. Indeed those companies constituted a trust aiming at sharing the national market of public transport between themselves. This concentration eliminated any competition. 

b) Towards the liberalization: between “monopoly and competition” and “competition and competition”

In the electricity and telecommunication sectors, a structure of market seems to be more favorable statistical data. Indeed, competition is the determinant factor of transparency of information. In those two cases, we are in a competition “by the market”. 

 Telecommunications represent a characteristic sector of the liberalization of public utilities. It is the first sector that goes from a public utility produced by a public operator to a “universal service” produced by a privatized operated (France Telecom) in competition with others. The regulator, the Authority of Regulation of Electronic Communications and Posts, has the role of supporting competition and efficiency of the service (Part II). This movement of liberalization is mainly encouraged by the European Commission. 

In the electricity sector, competition is very recently introduced. The Law n°2000-108 of February 10, 2000 transposes the European directive n°96/92/CE from December 19, 1996 which programs the progressive opening of the market. The logic of production of information will yet certainly evolve with the competition.

c) Conclusion 

Consequently, in the two configurations of the market (oligopolistic for public transport and strongly “duopolistic” for water), forms of asymmetries of information can appear. In the urban transport sector, the oligopolistic situation and the asymmetry of information can limit the competitive pressure and the transparency of statistical data. Indeed, the great characteristic of sectors of water and urban public sector is that the competitive game is played in a very short window of time. Because Contracts renewals take place between 15 and 20 years for water and between 10 and 15 years for public transport. The renewals of contract being prepared over several years, it is important to reform the regulation in particular for the urban public transport. And, it will be necessary to concentrate control and criterion of performance at this key time of the renegotiations. If renewals were usefully managed by the Sapin Law, it will be necessary more specifically to reinforce control by introducing for example criterion of performance able to show the advantages and disadvantages of the selected mode of management
. The competitive structure of the market at the present time does not seem to allow the entry of new operators on the market.

The electricity and telecommunication sectors, before the introduction of competition were nationalized companies with a monopoly. Thus, the sectors of telecommunication and electricity are more likely now to be opened to competition. This competition appears allow more easily the production of information on the sectors, in particular performance indicators (Part II) than water and public transport sectors. (Table 5). 

Part 2 : The public utilities  and the performance: towards a assessment of the devices 

In this part, we will demonstrate the different form on which the different actors take into account the issue of the performance and the tools that are used. Thus, we will present a assessment of the tools used in the different public utilities, particularly the use of performance indicators. 

1. Evolution of the objective of performance : modalities and applications in public utilities 

It is about to make a state of the “art” of possible methods to measure the performance of the public utility. How indicators are introduced to allow measurement of the performance? More largely, by describing the different performance mechanisms in each sector, it will be possible to account for the problems of application performance indicators in public utilities (water, electricity, telecommunication and public transport). 

a) The Water sector 

1. An often technical vision of the performance 

The technical performance covers mainly with the elements such as the productivity of the network, the number of damages to the kilometer, the interruptions of service. However, no objectives of improvement of the service are defined as it is the case for EDF
. The communication on the technical performances remains limited. Since 2000’s, there are some improvements. The group Veolia Water produces since 2004 technical indicators : the number of inhabitants served out of drinking water, the number of manufacturing units and the number of kilometers of pipes. For the sector of the cleansing, the group puts technical indicators on the number of inhabitants connected in cleansing, the number of treatment plants of waste water (Table 9). 

2. Engagements of public utility in favor of the consumer-customer

In a context of confidence crisis in the 1990’s, the image of the companies are degraded. The mains reasons are the “businesses” on the water management in France in the 1990’s and the notable increase in the price of water. Consequently, several Laws (Sapin Law
, Barnier Law
 and Mazeaud Law
) reinforce the efforts of competition and transparency for information in French water sector. 

These different clauses make it possible to determine in particular competition in the water and public transport sectors. But, the requirement of competition (part I) and transparency and information through reports on the prices and the quality of service (water), the Annual reports of operators (water and urban transport) and a primarily financial control by the Regional Rooms of accounts (control of legality in France) are not sufficient. Whereas “indicators of means” exist, “indicators of results” are not always introduced. 

The regulation by delegation mechanism allows a clarification of the responsibilities and research for a water management with a greater efficiency and lower costs. 

In this context, the water companies (principally Veolia Water, Lyonnaise of Water) follow the example of other public services like EDF to introduce a logic of customer service. From 1994, efforts are made to improve quality of information (new invoice, information quality…) and to set up engagements of public utility. Each company develops its own formula : for the Lyonnaise of Water with the “Practical Service Water”, and for Veolia Water with the “Charter Customer service” (Table 10- Table 11). 

Moreover, indicators are envisaged in the water delegation Contracts. The results are diffused via the activity reports of the companies. Veolia Water, with respect to the customers, often materializes in a document, the charter type of Customer service, guarantees of a minimum service with sometimes the financial compensations in the event of non-respect. The idea of quality of service of the company Veolia Eau results in engagements of quality and levels of quality (Table 12).

Thus, the evolution of the water companies towards the quality of the service and the performance follows a similar tendency to that electricity and telecommunication sectors. In the same way, the customer is important in the performance mechanism of public utility. Nevertheless, of engagement of water public utility are less incitatives that those of electricity sector and the performance criteria is much more qualitative and the compensation in the event of non-respect for engagements is not systematic. 

b) The Electricity sector 

1. First evolutions in favor of technical criterion of the performance

The first evolution takes place in 1987 with the definition of technical indicators. Repeated complaints of the industrial customers make Electricity of France be aware of the bad level of technical performance of the supply. The decision is then made to launch campaigns to improve quality of the supply. Important financial means are developed to complete the work of improvement and reliability of the service. Technical criterion are then defined making it possible to measure the projections of this policy (Table 6). Thereafter, new topics will appear : the respect of the environment by the installation of discrete ones (buried lines), the quality of the contact with the customers. Moreover, investigations of satisfaction will be carried out in each agency concerning the quality of the various types of contacts (raised, subscriptions, connections).

2. The system of engagements of service in favor of the customer

Gradually, the introduction of the customer is reinforced with the definition of engagements of customer service in 1993 : the prospects for liberalization of the sector supports this evolution and leads to two initiatives. 

On the one hand, the service offered is more and more diversified : Electricity of France (EDF) adapts the characteristics of the product according to the customer requirements. It proposes to all customers a range of subscriptions. And, EDF proposes series of new services for the local authorities. On the other hand, the guarantee of the service to domestic users installation is generalized in 1994. EDF commits itself on seven points (Table 7). In 2005, EDF defines 20 engagements of public utility in addition to the initial agreement of 1994 based on (Table 8) : the respect of the environment, the transparency of information, the quality of the reception, the quality of the current, the prevention against the home accidents, the promotion of energy savings, the access to electricity for all, the ethics of the company, and the follow-up of engagements of EDF. 

c) The Telecommunication sector 

Today, the quality of service is, for the telecommunication operators, the essential issue. 

The Authority of Regulation of the Electronic Communications and Stations (ARCEP) carries out thus with the assistance of the three dominant operators (Orange, Bouygues Telecom and SFR): 

· an investigation of evaluation of the quality of service of numerical mobile telephony networks in France since 1997, 

· an investigation of the quality of information (since 2005).

Carried out before by the Directorate-General of the Posts and Telecommunications, the investigation on the quality of service of numerical mobile telephony networks (Table 14) attempts to account for the quality of service perceived by the customers. The game of competition encourages the operators to make improvements of their network for the greatest profit of the consumer. Thus, quality constitutes an important element of the performance. The Authority of Regulation carries out since 1997 this type of study. It contributes to the transparency of the market. 

The operators Orange, SFR and Bouygues Telecom are associated to the definition and the conditions of the study. The objective is to define indicators that take into account the quality of the service. 

d) The urban public transport sector 

The local authorities and the operators of transport use different instruments to evaluate their transport networks : 

· The performance of the service can be made through investigations of customer satisfaction or quality indicators summarizing the quality of the service. By using criterion like punctuality, cleanliness, information, the reception in agency, the comfort of control, the number of kilometers, the patronage, the receipts, the regularity, the availability of the material, the human presence, the commercial attitude of the drivers, the complaints, the local authorities try to found contractual indicators of quality. It allow them to make the control of the service but also to control the engagements of their operators.

· Some Contracts integrate performance incentives to encourage the operator to the financial, and economic performance. For example, bonus malus mechanisms are more and more introduced. 

· There are different contractual mechanisms to encourage the operator to the performance. The type of incentive is, in general, linked to the share of risks between the operators and the local authorities
. Additional incentives for the realization of special objectives can be added in all type of contract. For example, payments can be related to the perceived quality of the service by customers. The incentives can influence allocative and productive efficiency. 

Note 4: The different type of Contracts in the French public transport and the incentives mechanisms 

· the management contract (“gérance”) 

The industrial risk and the commercial risk are on public authority’side. The operator makes expensive or collects revenues on behalf the public transport Authority. It receive a fee depending on the size of the network operated and on the quality of its management. 

· the gross cost contract (“contribution à contribution forfaitaire”) 

The industrial risk is for the operator and the commercial risk is for the public transport Authority. The company receives a fixed price for operating the given network/ it collects fare revenues on behalf of public transport authorities. The public transport authorities receives fare revenue as a receipt and pays a fixed amount of money to the operating company. A variant of this contract exist : gross gross contract with revenue incentive. 

· the guaranteed revenue contract (“régie intéressée”)

the public transport company is supposed to operate at risk but the public transport Authority guarantees a minimum level of fare receipts. The industrial risk is for the operating company and the commercial risk is shared between the operator and the local Authority. 

· the net cost contract (“gestion à prix forfaitaire”)

The operator operates at risk but the fare level is not enough to cover operating costs. The public transport Authority allocates a fixed amount of subsidy to complete fare revenues. In this contract, the Authority must regularly monitor performance of the operator  based on cost efficiency and quality of service really provided. 

On the operators side, to put in confidence the local Authority, especially at the time of the renegotiations of the contract, they produce indicators. The groups (Veolia, Keolis, Transdev) and the local operators also invest in the production of indicators like Keolis Lyon (Table 13). 

But those instruments are not generalized to the whole local authorities. Some local authorities does not have tools to develop their capacity to control the service and the operator. Furthermore, it does not exist, apart from the “Green books” and national ratios (Part I), within the local authorities homogeneous method as for performance indicators introduces recently in the water sector (Part I). 

Perhaps, we must reflect to introduce homogeneous performance indicators to allow more transparency and comparison by the performance in this sector. The rare Transport Authorities which use performance indicators can have precise information on the efficiency and the quality of the service : Toulon (Veolia Transport) for example has develop an panel of 53 performance indicators
. Indeed, the indicators of the some authorities that develop performance instruments inform about the frequentation of the service, the cost of the service, and of the users for each service. 

e) Conclusion 

To conclude, the various sectors have a common point in the representation of the performance: an even financial vision, often technical. Moreover including the customer in the performance of the service seems to be a practical experience in the sectors (engagements of public utility or indicators of quality in the sector of telecommunications). On the one hand, the concept of performance covers different dimensions of the public utility: technical services, customer service and the economic performance. On the other hand, the communication around the objectives and of the results of performance varies according to the service. In the transport public and water sectors, obligations of transparency and information of the operators  exist: activity report of the operator in both cases, report on quality and the price of the service in the case of water, control and budget annexes). Nevertheless, those documents are not always transmitted to the local authorities. Thus, the information on the results and the performance of the services does not always exist, and takes differentiated forms.

Table 15: Dimensions of the performance in the public utilities

	Technical services
	Continuity of the service 

Quality of the service

	Customer service 
	 Respect of the deadlines 

Information

Cleanliness … 

	The economic and financial performance
	Profits of productivity 

Price of the service 

Capital expenditures and operation…


Those various practices on the measurement of the performance depend partly on the system of “regulation” of the public utilities (Part 2, point 2.).

2. Towards models of “regulation by the performance”? 

It is about to compare different network industries on the basis of the contractual framing and the transparency of information, the control of the execution of the service and the competition context. Those three dimensions contributes to define “models of regulation by the performance”. 

a) Contractual agreement and transparency of information

Until a recent period, in the water sector, the standard models of terms and conditions (in 1980 and 1981) were not modified much. The long-term Contracts (sometimes more than 30 years) do not incite the operators to pass on complete and transparent information to the local authority. The results and financial aspects are not always controlled by the local authority. However, the recent period seems to show a interest on the questions of performance and introduction of performance indicators. It seems that efforts are made in the transparency of information : the obligation of annual report on the quality of the service and policy of engagements of public utility contribute to it. (Part II, point 1). In the field of performance indicators, one of the recent initiatives was a diffusion of performance indicators in the sector of water (Table 16-Table 17) by a Web Site (www.servicedeau.com). This initiative was supported by different organizations : the Ministry for Ecology (Direction of Water), the National Federation of the Communities Conceding and Controls (FNCCR) and of the National School of the Agricultural engineering of National Forestry Commission (ENGREF). The measurement of the performance of the water public services improves the control of management. One the one hand, the local authority will be able to achieve its qualitative and quantitative goals. One the other hand, the authority would obtain greater transparency of the service.

In the urban public transport sector, the local authorities institute a contract with private operators. The asymmetry of information and competencies with the private operators is strong. In the public transport, two different modes of management exist : the direct management (direct state control) or delegation of public utility (about 95% of the public transport). In the delegation of public utility, the transparency of information is compulsory by the Sapin Law (as for water sector). But the control of the performance is not always systematical. In the direct state control, the local authorities have the obligation to produce a supplementary budget. The local authorities must be able to improve their position of the revision or the renegotiation of their contract. Some authorities have low powers against the operators in the period of Contracts negotiations. Furthermore, they must be able to develop an expertise ability in the field of measurement of the service and a control of his operator. In the field of statistical information, a annual report (the report of the operator) is produced and transmitted
 to the local authority before the 1st, June of the year. A majority of local authorities are in search for an improvement in information on the operation of the urban transport public services. 

In the sector of telecommunications, the contractual context is (as the electricity sector) at a double level : at a national level (State) and a local level (local authorities). But in the contractual relations between the State and the privatized company France Telecom, the contractual context is very reduces in term of performance objectives and introduction of indicators (different from electricity). Thus, the performance objectives naturally result in the play of competition irrelevant to the contractual process with the State and the local authorities. It is why it is the Authority of Regulation of the Electronic Communications and Stations (ARCEP) in charge of the competition realize comparative studies on the efficiency of the mobile telephony networks by using quality indicators (see part II, point 2). Nevertheless, it does not exist contractual engagements as in the sector of the electricity, water or public transport.

The company Electricity of France is subjected to the supervision both of the State and the local authorities. First, it is through : Contracts of Plan signed between the State and EDF and Contracts of concession with the local authorities that performance mechanisms of the electricity public utility are generally thought. Compared to the other public utilities, this double supervision leads to a contractual system more extremely strong regarding methods of control of the execution of the service, missions of public utility supported by strong engagements of the public company. The contract of Plan
 signed with the State defines general objectives with indicators of objectives. Precise quantitative objectives with technical, financial performance, engagements toward customers and the price level are indicated in the indicators of objectives. Since 1989, the various Contracts of plan signed between the State and EDF define indicators of objectives. Those indicators decline the level of engagements of the company over one five years average period (Table : 18-Table 19- Table 20-a-Table 20-b). 

b) The control of the execution of the service

In the water sector, the Law of February 2, 1995 imposes the presentation by the “Maire” of an annual report on the price and the quality of service. Its contents are define by the decree n°95-635 of May 6, 1995. Unfortunately, some local executives always do not satisfy this obligation. The control of the service goes through a monitoring of the quality of the service. The laws of February,18 1995 thus include an improvement of information on the execution and the control of the service.

In the case of water and public transport sectors, the Law of February 27, 2002 relating to the democracy of proximity reinforces the obligation of information regarding the users. The Law requires the consultative commission of local public services in the case of services with communes of more than 10 000 inhabitants. This commission allow to involve users in the public utility. Thus, the Law requires to transmit various documents regarding the control and the evolution of the service : project of delegation, annual report on the quality and and the price of the service, annual report of the operator, assessment of activity of the services exploited in public control (article L 1413-1 of the General Code of the Local Authorities). When it exists, sometimes, the function of control in public transport loses its coherence and its efficiency Some authorities do not have service transport. So, they delegate the control of the service to a third person, in general research consultancies. Whereas the local authorities of important size
 elaborate mechanisms to control the service, the transport authorities of less size have more difficulties to set up a control of the performance of the service
. If the regional Rooms of Accounts (Cours Régionales des Comptes) ensure a financial a posteriori control, spaced every 4 to 5 years like the sector of water, their recommendations are coercive. By the law, the transport authorities can have more or less precise information on the quality of the service and financial data (products of exploitation, costs…) thanks to the report of the operator. The law does not oblige with the production of the report on quality and the price and the service (as for the water sector). The consequences of an insufficiency of control of the public transport by the local authorities plead in favor of effective tools to control and measure the performance of public transport (cf. Conclusion). 

The National Federation of the Conceding Authorities and Direct Staye Controls (Fédération Nationale des Collectivités Concédantes et Régies) and the Association of the “Maires” of France created in 1993 the Association of Expertise on Concession (AEC) in charge of supporting the local authoriries and to control EDF and the electricity public utility. Its role is: expertise on the services of EDF relating to the quality control, the control of the services to the customers, the control of the patrimonial and countable aspects, investigations of satisfaction near the customers. Its action encourage EDF to improve quality of transmitted information and to justify more precisely on the results of the service. Then, indicators are systematically transmitted to the local authorities. 

 Note 5: the Association of Expertise on the Concessions : its missions of control 

· At the end the first five years of the contract, several studies are proposed with the local community: 

· A study on the quality of supply

· A study on the book value of the concession

· An investigation of satisfaction for the delegates

· A census of all work of esthetics of the networks

· A particular study on the incidents due to snow.

EDF goes far in the transparency of information. Indicators are thus transmitted to the local communities: % of customers having a quality of tension higher than the contractual level, average time of cut per customer. In the same way, financial information with data on the running costs and the inheritance is provided for each local authority (annual reports, Table 21). Within a new model of the terms and conditions (“cahier des charges”) signed between EDF and the local authorities, provisions are introduced to give a minimum of contents to the negotiations. Consequently, the local authorities have a more important role regarding the control: control accounts of the concession (valorization of the inheritance, information countable…), quality of the supply and service returned by the distribution centers (a number of cuts, breakdowns, satisfaction of the customers). On those questions, the conceding authorities can evaluate the performances of EDF. 

In the telecommunication sector, it is different. There really does not exist definition and structure of control of the results at a local level, like the electricity sector. The Authority of Regulation replaces the local role in the control of the execution of the service (see part II, 2 : The evolution of the objective of performance).

c) The Competition context, the performance and the function of regulator 

In the water like urban public transport sectors, in the phase of contract renegotiations (only moment when a certain competition can play), the possibility to foreign operators to enter the market is slight. Information and the lack of transparency is strategic for the operators in place on the market. In these two sector, the function of regulator is fulfilled by the local authorities. 

Competition is already largely developed in the telecommunication sector: it is the principal incentive of the performance. With the European directives, the law of July 26, 1996 opened the sector to competition. Telecommunications marks important advances of a new approach of the regulation of public utilities, and in particular in the field od independent authorities of regulation, independent of the legislator. The Authority of regulation of telecommunications (ART) was created in 1997 (January 5, 1997) and contributed to modify the traditional vision of the telecommunication sector with the introduction of competition opposite to France Telecom. Becoming in 2003 the Authority of Regulation of the Electronic Communications and Stations (ARCEP), this independent authority have several functions for the benefit of the consumers and the economic development. 

Note 6:Competencies and capacities of the ARCEP

· Advisory role in the development of the laws

· Lawful capacity on the technical aspects

· Examination of the applications of licenses and delivery of the authorizations of exploitation of networks

· Costing Nets of the universal service and the amount of the contributions of the operators

· Opinion on the tariffs

· Management of the national plan of classification

· Delivery of certificate of conformity

· To be able of arbitration (conciliation and settlement of the disputes

· Sanction going of the fine to the final suspension of license.

In the telecommunications, the introduction of competition is effective for a long date compared to electricity. And the electricity sector constitutes a key sector on the regulation of the public utilities. This evolution falls under the same configuration as for telecommunications, namely the conjunction of major technological changes and of the emergence of new urgent economic requirements. An independent administrative authority (Commission of Regulation of Electricity, CRE) is created in order to guarantee the equitable conditions of access to the network and to play a part of arbitration in the relations between the operators (Table 22). The capacities of the CRE are articulated around:

Note 7: The capacities of the Commission of regulation of Electricity 

· advisory capacity (projects of regulation)

· decision-making power or of authorization on the management of the network

· to be able of investigation and information

· lawful capacity (conditions of access to the network)

·  to be able of arbitration (payments of different between the operators in the exercise from competition)

· to be able of sanction in the event of violation of the access rules to the network or the countable rules

It acts as an authority which intervenes primarily to found the fair competition (Table: Missions and powers of the Commission of Regulation of Electricity) : it does not intervene directly in the control of the service like the ARCEP case (see part II, 2 : the evolution of the objective of performance).

Conclusion : the urban transport : which prospective ? 

The model of regulation which envisages in the sector of water and urban public transport is found on the “regulation for the market” and the delegation of service utility. For electricity and telecommunications, we will speak rather about a regulation “by the market” with an important role of an agency of regulation in the measurement and inspecting devices of the performance. We can thus release two types of models of regulation (Table 23) : a self-regulation by the local communities even the State (case of water and urban public transport) and a regulation by the market or the State with the independent agencies (case of electricity and telecommunications).

Two avenues of research are thus explore in this paper : first the idea of introducing a authority of regulation for local public utilities and introduce performance indicators for public transport utility. 

We are not able to say if the regulation by the local authority is more efficient than the regulation by an regulator. But this comparison between different public utilities allow us reflect more for an other configuration of the regulation of the urban public sector. For the public utility of urban public transport, the means of stimulation of the performance exist but remain still too incomplete. The latter are conveyed through contractual framework which makes it possible to set up incentive mechanism to encourage the operator to the performance of the service defined by the local authority. To reinforce the role of the local authorities in the field of control, why not creating a Authority of regulation of the local public utilities (water, public transport, waste)? 

The local transport authorities have to adapt adequate tools for the public transport. Supposed to incarnate the general interest, the local authorities must make the synthesis between the satisfaction of the user, the preoccupation of a durability of the service and the urgent economic requirements (financing, offer of service). In the configuration of the urban public transport, a local service, the local authorities have some instruments to control the performance : for example the contracts with contractual indicators. But those devices are not generalized with the whole of the contracts. Even if they are in load of control, the local authorities suffer from a reduced scale compared to the operators. We must then reflect of introducing tools: why do not introduce performance indicators as for others public utilities (electricity, water)?

Appendices 

Part I

Table 1: Indicators of performance of the Ministry for Ecology for the water services (14 obligatory principal indicators and 5 optional indicators)

	
	Quality standards
	Indicators of performance and state associated with the quality standards
	Unit

	QUALITY OF THE SERVICE
	Quality of distributed water
	Rate of conformity of the bacteriological lawful analyses
	%

	
	
	Rate of conformity of the physicochemical lawful analyses
	%

	
	Continuity of the service
	Rate of occurrence of the not programmed interruptions of the service
	Nb/1000 subscribers

	
	Service to the user
	Rate of written complaints
	Nb/1000 subscribers

	PERENNITY OF THE SERVICE
	State and management of the inheritance
	Index of knowledge of the installations and plan of renewal
	%

	
	
	Linear index of loss (except connection and not counted consumed water)
	m3/day/km

	
	
	Linear index of repairs on network
	Nb/km

	
	
	Average rate of renewal of the network
	%

	
	Safeguarding of the resource
	Index of advance of the protection of the resource
	%

	
	
	Output of the network
	%

	
	
	Output of production
	%

	ECONMICAL AND FINANCIAL MANAGEMENT 
	Price and receipts
	Price of the service with m3 for 120 m3
	€/ m3

	
	
	Leaves the taxes and royalties to m3 for 120 m3
	€/ m3

	
	
	Unit receipt of the service: receipt on volume
	€/ m3

	
	Debt and saving
	Duration of extinction of the debt
	an 

	
	
	Clear saving of the community per m3
	€/ m3

	
	Covering and solidarity
	Rate the unpaid ones with 31/12/year the (n) on the invoices of the year (n-1)
	%

	
	
	Abandonments of credits and payments at mutual aid funds (paid to entered annual volume)
	€/ m3


Table 2: Indicators of performance of the Ministry for Ecology for the services of cleansing (15 obligatory principal indicators and 5 optional indicators)

	
	Quality standards
	Indicators of performance and state associated with the quality standards
	Unit

	QUALITY OF THE SERVICE
	Quality of depollution
	Rate of conformity of the rejections of station
	%

	
	
	Output of depollution
	%

	
	Continuity of the service
	Rate of overflow of effluents in the buildings of the users
	Nb/1000 

	
	
	Rate of removal of obstructions from the network
	Number/km 

	
	Service to the user
	Rate of written complaints
	Nb/1000 km subscribers

	PERENNITY OF THE SERVICE
	State and management of the inheritance
	Index of knowledge of the installation and plan of renewal
	%

	
	
	Index of policy noncollective cleansing
	%

	
	
	Rate of black spots per km of network
	Number/km

	
	
	Average rate of renewal of the network
	%

	
	Safeguarding of the natural environment
	Rate of service road
	%

	
	
	Rate of connection
	%

	
	
	Rate of the muds evacuated according to perennialized die
	%

	
	
	A number of days of major dysfunction of the device of treatment
	Number days 

	ECONMICAL AND FINANCIAL MANAGEMENT
	Price and receipts
	Price of the service with m3 for 120 m3
	€/ m3

	
	
	Leaves the taxes and royalties to m3 for 120 m3
	€/ m3

	
	
	Unit receipt of the service: receipt on volume
	€/ m3

	
	Debt and saving
	Duration of extinction of the debt of the community
	an 

	
	
	Clear saving of the community per m3
	€/ m3

	
	Covering and solidarity
	Rate the unpaid ones with 31/12/year the (n) on the invoices of the year (n-1)
	%

	
	
	Abandonments of credits and payments at mutual aid funds (paid to entered annual volume)
	€/ m3


Table 3 : Indicators of performance of the Ministry for Ecology bound for the users

	
	Service of water 
	Service of cleansing 

	a) quality of the service
	Bacteriological rate of conformity of worn water Chemical 

rate of conformity of worn water 

Total output: output of the network 

output of production
	Rate of conformity of the rejections after purification 

Total output of depollution of the unit of cleansing over the year

	b) price of the service
	Price including all taxes of the service with m3
	Price including all taxes of the service with m3 (/m3) 

Premium of purification brought back to m3 (/m3)

	c) perenniality of the service
	Index of knowledge of the installations (network and great works) and plans of renewal
	Index of knowledge of the installations (network and great works) and plans of renewal

	Network
	Average rate of renewal of the network
	Average rate of renewal of the network

	number of indicators of synthesis
	6
	6


Figure 1: The national device of production of indicators in French public transport












Table 4: National level to the local level: public actors, private actors

	
	Water 
	Electricity 
	Telecommunications 
	Public transport 

	Weight of the national power
	Absence of direct intervention in the contractual relations
	Direct intervention in the contractual relations (contracts of plan and concessions)
	Absence of direct intervention in the contractual relations
	Contractualisation enters the State and the communities until 1979 (contract of productivity, contract of development)

	
	Financing of the investments
	
	
	

	
	Vote for texts by the Parliament
	
	
	

	
	Control service by the Regional Rooms of the Accounts
	
	
	

	
	Role of the agencies of water in the financing and the environmental protection
	
	
	Absence of direct intervention in the contractual relations

	Weight and missions of the local communities
	Very strong implication
	Very strong implication
	Recent implication
	Very strong implication

	
	Contractual relations with the operators 
	
	
	Contractual relations with the operators 

	
	Property of the infrastructures
	
	
	Free choice in the management of the service 

	
	Free choice of the management of the service
	
	
	Owner of the infrastructures Owner of the tariff receipts

	Operator
	Management of the exploitation, maintenance and maintenance 
	
	
	Management of the exploitation

	
	Management of the customers
	
	
	

	Democratic representation of the users
	Weak 
	Strong 
	Strong 
	Weak 


Table 5: Comparative synthesis : between monopoly and competition 

	
	Water 
	Telecommunication 
	Electricity 
	Urban transport  

	Monopoly 
	Local natural monopoly
	Disappearance of the monopoly of State
	Natural monopoly
	Local natural monopoly

	Competing context 
	Oligopoly/duopoly in the large cities

Competition for the market
	 Strong competition 

Competition by the market
	Sector still not very competing

Competition by the market 


	Oligopoly 

Competition for the market 

	Public regulation and actors
	Contract of direct or indirect management between community and operators private (regie/delegation of public utility)

Regulation by the communities and controls of the State (medical, administrative, lawful, legality)
	Contract with the State and recently with the local communities 

Little direct public regulation 

An authority of regulation (ARCEP)
	 Contract with the State and the local communities (gathered at the departmental level) 

Double public regulation community/State

An authority of regulation (CRE)
	Contract of direct or indirect management between community and operators private (regie/delegation of public utility) 

Regulation by the communities and controls of the State (administrative, lawful, legality)

	Statut d’entreprise 
	Private Companies in oligopolistic situation (multi-service and international groups)
	Privatized company
	Public company
	Private Companies in oligopolistic situation (multi-service and international groups)

	Missions de service public 
	Yes


	Yes 
	Yes 
	Yes 


Part II 

Table 6 : Technical criteria defined by Electricity of France

	Indicators 
	Technical criteria 

	On the cuts perceived by the customers 
	Criteria B: average time of cut of a customer low tension

	
	Criterion CL and CB: frequency of the long and short cuts of the customers high voltage 

	
	Numbers customers beyond the thresholds except exceptional events (threshold: 70 very short cuts and 30 short cuts or more than 6 cuts long in the year)

	
	Average time of cut of a customer low tension : (B) criteria

	
	Over the annual time of cut: % of customers undergoing X hours of cut per annum 

	On the incidents on the networks
	Number of incidents permanents/100 km

	
	Numbers briefe cuts/100 km

	On the effort of equipment
	Numbers remote-controlled air switches (allow to reduce the duration of the cuts by a remote intervention) a starting

	
	Number of more than 70 km (the longer one departure is, the more the risks of incidents on a high number customers are large)


Table 7 : Engagements of service of Electricity Of France (1994)

	Contents of engagements

	Intervention in the four hours 

	startup for a newcomer in the two days

	intervention for cancellation in the two days

	return in the two hours, estimate in the eight days

	realization of work in the fifteen days

	response to the mail in the eight days

	counterpart in the event of failure: 23 euros


Table 8 : 20 engagements of public utility of Electricity of France in 2005

	Contents of engagement of « service public »

	Respect of the environment
	E1: program of research and development to create renewable energies

	
	E2: program of research on the treatment and the management of the radioactive waste

	
	E3: hiding of 90% of the new Medium Average lines

	
	E4: device of free public terminals for the refill of the electric vehicles

	Transparency of information
	E5: organization of debates with the mayors of France

	
	E6: availability on line of the data on the impact environmental of the installations of EDF

	
	E7: publication of an annual balance sheet presenting the principal indicators measuring the environmental impacts

	Quality of the reception
	E9: telephone reception 24 hours/24 and 7 days/7 and return in 2 hours the time beaches

	
	E10: accessibility facilitated with the public utility

	Quality Of the current
	E11: in the event of urgency, breakdown service within 4 hour following the call of a customer

	Prevention: accidents in the home
	E12: diagnosis safety to evaluate the quality of the electric installation

	
	E13: sensibility with electric safety in the schools

	Promotion of renewable energies
	E14: any customer electric owner of heating can profit with his request from a council saving energy

	
	E15: any person taking out a first subscription will have information personalized on correct use of electricity and energy saving

	Access to electricity for all
	E16: call-free number  0 800 605 309 dedicated to the customers in emergency and of precariousness 24 hours/24 and 7 days/7

	
	E17: no cut without preliminary contact with a customer in difficulty allowing the installation of a "service maintenance energy"

	
	E18: since 2003, EDF doubled its financing of the Funds Solidarity Housing while carrying it to 20 million euros

	Ethics of the company
	E19: publication of the Ethical Charter of group EDF built on the values of "public utility"

	Followed of engagements of EDF


	E20: annual publication of a follow-up engagements of public utility


Table 9 : Technical indicators of Veolia Water (2004-2005)

	
	2004
	2005

	water

	A number of inhabitants served out of drinking water
	64 377 786
	64 407 446

	Manufacturing unit of drinking water numbers
	3 781
	4 170

	Measure in kilometers drinkable water pipeline
	-
	309 122

	Cleansing 

	A number of inhabitants connected in cleansing
	39 451 065
	43 692 624

	A number of treatment plants of worn water
	2 798
	2 906

	Kilometers of worn water pipelines
	-
	114 723


Table 10 : Engagements of service of Lyonnaise of Water (2005)

	Contents of engagements 

	quantified engagements

	Intervention 24 hours/24 

	a response in 5 maximum days concerning a need for information

	Appointment to the customer proposed in the two hours

	Qualitative engagements

	A council quality (controls carried out on water, monitorings...) 

	Service Water express train

	Procedure confidence for an end of contract of a customer by simple phone call

	Information on water thanks to a guide of reception, the magazine "the water and you"

	Installation of a telephone service

	Contact privileged on the time of the visit of the raising device


Table 11: The consumer in the center of engagements of service of Veolia Water (2005)

	Engagements of service of Veolia Water

	Service to the consumer
	Consumer satisfaction the 

	
	the investigations of regular satisfaction

	
	spaces customers into Internet sites

	
	a report of the performances

	The quality of the service
	qualitative engagements

	
	quantitative engagements: levels of quality of service

	Tools for investigation
	Anticipation of waiting of the customers and comprehension of the evolution of their needs

	Followed of the evolution of the satisfaction of the customers


	the accessibility of the services

	
	the centers customer services

	
	information

	
	"point - zero"


Table 12 : The quality of service of Veolia Water: engagements and levels

	Engagements of quality
	Standards and level of quality

	High level of requirement of quality and service of which the proof is the progressive deployment of the Charters Customer services in its subsidiary companies
	To carry out analyses of the quality of distributed water and to inform the consumers

	Choice of an optimal organization for the customer service guided by the will to improve accessibility with the service and the maintenance of the proximity with its customers
	To answer 24h/24 and 7 days/7 the technical urgencies and to intervene in the event of problems of supply water or drainage used with a guarantee of time

	Simplification of the steps
	To feed quickly out of water as of the arrival in a new housing

	Development of new services answering waitings of the customers for example for the access to the service of the most stripped people
	To respect the schedules of return for any request requiring an intervention in residence with guarantee of respect of the time beach envisaged

	Development of the culture Customer service
	To answer all the questions about the characteristics of water, its quality and the invoice

	
	To find solutions in bond with the local social services for the customers meeting of the financial, momentary difficulties or more durable


Table 13 : Example of local indicators established by local operators (Keolis Lyon) in 2004

	Objectives 
	Indicators 

	to improve the sense of security of the travelers
	level of satisfaction on the sense of security

	to reduce voluntary violence against the staff and to the customers
	act of violence volunteers numbers on agents

	
	a number of acts of voluntary violence on travelers

	to reduce the attacks to the goods and the exploitation
	cost of vandalism

	to increase the receipts of traffic
	engagement of receipts 

	
	rate of fraud network

	to reduce the production Costs and the loads
	Turnover

	
	rate of industrial accident

	to improve the treasury
	requirement in working capital

	to reduce the conflictuality 
	a many notices numbers followed 

	
	notices of strikes numbers days of strikes per agent

	
	numbers days of strike in the year number

	
	agreements signed in the company

	to ensure a level has minimum of readable offer in the event of conflict situation
	a number of calendar days of total stop of the network 

	
	% of assured services days when there is a movement of strike

	to maintain the level of satisfaction of the customers 
	rate of satisfaction numbers complaint customers numbers, 

	to improve the step quality
	projects presented for the step of quality

	to improve the level of result on contractual indicators
	Cleanliness, reception, control, availability of the equipment

	to increase the perimeter of certification 
	Rate certification 

	Make the certification charter quality for the travelers a revival appropriateness of the step quality
	numbers lines and services on which the charter quality is declined

	to improve the observance of the regulation in force as regards environment
	a number of labellized sites 



	to reduce consumption of energy and natural resources
	consumption of fuel oil electricity 

by m3

	to reduce the sound harmful effects
	% of conformity of the indicator cuts of the engines to the termini


Table 14 : Synthesis of the indicators of quality in 2004-2005 in the sector of telecommunication (ARCEP)

	Services of telecommunication
	Indicators quality for each service

	Vocal communications 
	Rate of successful and maintained comunications two minutes

	
	Rate of communication of perfect auditive quality

	
	Successful, maintained rates of communication two minutes and of correct auditive quality

	Services of short messages
	Rate of received messages

	
	Rate of messages received within a time lower than 30 seconds

	
	Rate of messages received within a time lower than two minutes

	Multi-media service of messages
	Rate of received messages

	
	Rate of messages received within a time lower than two minutes

	Service of remote loading of data on network GPRS
	Rate of success of the access to the gate of the operator

	
	Rate of navigation successful and maintained for one five minutes duration

	Service of data transmission
	Rate of successful connection GPRS

	
	Average time of connection to network GPRS

	
	Rate of received files ftp

	
	Average time of remote loading


Table 16 : Indicators of performance resulting from Internet site in the sector of water 

	Indicators of synthesis water

	Quality of water
	Quantification of the quality of water taking into consideration two risk: the presence of micro-organism and toxic products

	Continuity of the supply
	Counting of the number of cuts related to informed cuts (for reason of work on the distribution network for example) or of the cuts without notice (incidental occurred on the network like an escape, an accidental rupture of the drain, risks pollution)

	Quality of the network
	Quantity of escape in the network

	Renewal of the network
	Measure which quantity of the network is replaced on average each year (knowing that the program of renewal can be larger one year and less the following one)

	Extinction of the debt
	Capacity of the community to be freed of debts sufficiently quickly taking into account the price of the service.

	Service to the users
	Speed of reaction of the service at a request or a complaint of the user (for a preoccupation with a simplicity, only the written requests are taken into account)

	Price of water
	Price of water for 120 m3 measured in euro/m3: only the components of the prices intended to cover the loads of the community or its owner are retained. The taxes and the price of the cleansing do not appear in it.

	Indicators of performance water

	Quality of water
	EPF 1 : conformity lawful of distributed water (microbiological, in %) 

EPF 2: lawful conformity of distributed water (chemical parameter, in %) 

EPF 3: lawful conformity of distributed water (parameters of pilot indicators of quality of the operation of the installations

	Continuity and safety of the service
	EPF 4 : rate of interruption programmed of the supply of water (a number for 1000 inhabitants) 

EPF 5: not programmed rates of interruption of the supply of water (a number for 1000 subscribers)

	Maintenance of the network and durability of the service
	EPF 8: net yield of use of the resource (%) 

EPF 9: linear index of loss and not entered consumed water (m3/km) 

EPF 10: linear index of distribution of the network

	Economic and financial management
	EPF 14 : rate of unpaid 

EPF 15 : duration of extinction of the debt contracted by the community (year) 

EPF 16 : average clear saving per m3 over 3 years

	Relation with the users
	EPF 17 : cost per m3 of solidarity (euros) 

EPF 18 : effectiveness of the request handling written of the users (%) 

EPF 19 : rate of respect of the delivery date of water to the new subscribers (%)

	Other indicators on the service
	A many subscribers Number 

Number connections 

Number of inhabitants 

average inhabitants by subscriber

	Economic details
	Economic and financial management


Table 17 : Indicators of performance resulting from Internet site in the sector of  cleansing 

	Indicator of synthesis cleansing

	Noncollective cleansing
	Measure degree of advance of the communities in the setting of this service usually called the SPANC

	Rate of service road
	The networks of cleansing unceasingly extended during last decades to connect a maximum of residences, buildings or industrialists at the stations of purification the extensions are optimal only when they collect worn water of all the users located on the courses of the drain

	Renewal of the network
	Measure which quantity of the network is replaced on average over 5 years

	Quality of purification
	Measure the rate of analysis in conformity with the standards of rejections defined by European directives and prefectoral decrees

	Management of the clarification sludge
	Measure the mud rate admitted by a die administratively authorized

	Level of debt
	Sufficiently quickly measure the capacity of the community to disinvolve in debt taking into account the price of the service

	Quality of the service to the users
	Quantification of the complaints of the users (only the written requests are taken into account)

	Price of the cleansing
	Taking into account of the annual subscription and the additional cost for this consumption

	Indicators of performance cleansing

	Cleansing non-collective
	APF 1: index of policy of noncollective cleansing (ANC), in %

	Advance of the collect
	APF 2: rate of service road

	Quality of purification
	APF 3 : European conformity in performance of the stations of purification (oui/non/partielle) 

APF 4 1 : rate of respect of the local regulations (expressed in threshold of the stations of purification)

	Continuity and safety of the service
	APF 9: rate of overflow of effluents in the buildings of the users (number/1000 inhabitants)

	Maintenance of the network and durability of the economic inheritance
	APF 12 : rate of black spots per kilometer (a number of sites/km) 

APF 13 : index of knowledge of the network and realization of the plan of renewal (%), similar indicator with indicator EPF 12)

	Economic and financial Management 
	AP 15 : rate of unpaid 

APF 16 : duration of extinction of the debt contracted by the community (years) 

APF 17 : average clear saving per m3 over 3 years

	Relation with the users
	APF 18 : cost per m3 of solidarity (euros/m3) 

APF 19 : effectiveness of the request handling written of the users (%)


Table 18 : Indicators of follow-up presented in the contract of plan State EDF 1989-1992

	Indicators 
	Definition

	Indicators of cost
	Average cost of kWh sold, balanced with constant francs

	
	Cost of production-transport per kWh, with constant francs

	
	Cost of distribution per kWh, with constant francs

	Indicators of productivity
	A number of agents by subscriber in distribution

	
	A number of agents per MW installed in production

	Commercial indicators
	New placements in TWh on each three great sector: industry, tertiary sector, residential

	Indicators of quality
	Quality of products 
	Principal Indicators
	Numbers and reduction ratio compared to 1988 of the undergoing number of customers : 

· more than 11% of voltage drop 

· more than 6 cuts of long duration (on MT failure) 

· more than 3 hours of cuts (on MT failure) 

· more than 70 micro cuts (on MT failure) 

· more than 30 short cuts (on MT failure)

	
	
	
	Rate of satisfaction of the customers on the quality of the products for each main category of customers (annual national survey) : 

· large companies (customers Direction Transport Production) 

· companies (customers tariffs green and yellow, Direction of the Distribution) 

· professional, 

	
	
	Additional indicators
	Annual duration of cut and an average number of long cuts per customer on the Medium Average network (criterion M)

	
	
	
	Annual duration of cut per customer on the network low tension (B) criterion

	
	
	
	Average length of the Medium Average departures

	
	Quality of services 
	Principal Indicators
	Rate of satisfaction of the customers on the quality of the services for each main category of customers (national annual survey)

	
	
	Additional indicators
	Rate of return fixed with a precision of the quarter of day

	
	
	
	Opening hours of the services to the public (brought back to the working hours: 38 hours weekly)

	
	
	
	Rate of realization of the connections in less than fifteen days


Table 19 : Indicators of performance defined in the contract of plan 1997-2000

	Indicateurs de performance
	Définition

	Total indicators of company
	Total cost of kWh sold direct 

	
	Expenditure of exploitation except labour

	
	Frequency of the industrial accidents

	Production activity - transport (economic, technical and commercial indicators)
	Production cost transport per sold kWh

	
	Indicator on the availability of the various resources

	
	Frequency of the cuts

	
	Rate of satisfaction

	
	Rate of cancellation of the contract Emerald (industrial contract)

	Activity of distribution (economic, technical and commercial indicators)
	Cost of distribution per sold kWh

	
	Rate of satisfaction

	
	Rate of cancellation of the contract Emerald

	
	Time of total cut

	
	Indicator relating to the quality of the product (function of the number of cuts of various durations and of the respect of the European standard of tension)

	
	Indicator relating to the incidents of great width

	Productivity
	A number of agents per sold kWh

	
	Value added by agent

	
	Sales turnover by agent


Table 20-a : Indicators of performance resulting from the last contract of State plan and EDF 2005-2007 (EDF)

	References 
	CSP 2005-2007 : INDICATORS of OBJECTIVES
	Values 
	Temporality 

	3.2
	Advertisements incentive with saving energy and opening right to certificates of energy saving (in % of the total publicity expenses)
	10%
	Annual 

	3.3
	Participation in the Mutual aid funds Energy or future the Mutual aid funds for Housing
	20 M€/year 
	Annual 

	3.4
	Average time of response to any written request
	8 days
	Annual 

	4.2
	% of the activities related with the hydraulic production certified ISO 9001
	100%
	2007

	4.2
	% of certified manufacturing units ISO 14001
	100%
	End of  2005 

	Reference 
	CSP 2005-2007 : INDICATORS of PERFORMANCE
	Values 
	Temporality 

	3.2
	A number of customers having profited from a council of use of energy
	
	Annual 

	3.3
	A number of customers in situation of precariousness having profited from a council or a tariff assessment from their installation
	
	Annual 

	3.3
	A number of customers in situation of precariousness having profited from a help from the mutual aid funds energy or mutual aid funds housing
	244800
	Annual 

	3.4
	A number of projects of social mediation
	
	End of the period 

	3.4
	A number of local and territorial conventions concluded within the framework from the priority territories from the city
	
	Annual 

	3.4
	% of agencies arranged for the reception of handicapped people
	
	Annual 

	4.1
	Potential of obliteration contractualized by EDF near its customers
	
	Annual 

	4.2
	Investments in the reduction of the Nox emissions
	
	Annual 


 

Table 20-b : Indicators of performance resulting from the last contract of State plan and EDF 2005-2007 (distribution network)

	Reference 
	CSP 2005-2007 : INDICATORS OF OBJECTIVES 
	Values 
	Temporality 

	1.1
	Time of emergency intervention for a sectoral breakdown or an incident related to a question of safety
	< 4 hours 
	

	1.2
	% of MT lines to be created realized in underground technique
	90% 
	Fin de période 

	1.2
	% of lines BT to be created realized in underground or "discrete" technique (insulated - twisted in frontage)
	65%
	Fin de période 

	1.3
	Time of sending of a technical and financial proposal for a connection (producers)
	3 months 
	

	2.2 
	A number of power generating units available or mobilizable under 12 midnight
	3250 
	Fin 2005

	Reference 
	CSP 2005-2007 : INDICATORS OF OBJECTIVE  
	Values 
	Temporality 

	1.1 
	Maximum duration of the interruptions programmed in BT (work on networks BT, MT or upstream)
	10 hours 
	Annual 

	1.1 
	Maximum duration of the interruptions programmed in MT (work on MT networks or upstream)
	4 hours 
	Annual 

	1.1 
	Average duration of cut of customers BT (related to work)
	51 minutes (5.9 mn)
	Annual 

	1.1
	Average duration of cut of the MT customers (related to work)
	32 minutes (2.3 mn)
	Annual 

	1.1
	Average frequency of short cut of customers BT
	2.3/year/suscriber
	Annual 

	1.1
	Average frequency of long cut of customers BT
	1.3/year/suscriber
	Annual 

	1.1
	Average frequency of short cut of the MT customers
	1.7/year/suscriber
	Annual 

	1.1
	Average frequency of long cut of the MT customers
	1.0/year/suscriber
	Annual 

	1.1
	Rate of customers BT undergoing more than 3 hours cumulated of cut
	4.5%
	Annual 

	1.1
	Starting BT rate in constraint of tension or intensity
	1.4%
	Annual 

	1.1
	% of customers BT badly fed in zone EDF
	0.9%
	Annual 

	1.2
	Length of average lines tension air deposited (of which wooded zone)
	
	Annual 

	1.2
	Length of air lines naked wire low tension deposited (of which urban zone)
	
	Annual 

	1.3
	Average time of sending of an estimate of connection in the case of a simple connection without extension after contact telephone (user BT)
	
	Annual 

	1.5
	Expenditure of Research and development
	
	Annual 

	2.2
	A number of sites accessible to the public having a protected point BT
	
	Annual 


Table 21 : Indicators transmitted within the framework of the annual reports to the local communities for the public utility of electricity 

	Theme
	Technical indicators 

	Customers
	A number of customers per type of subscriptions

	
	Indicators of satisfaction of the customers (by category)

	Rational use of energy
	A number of customers satisfied under certain conditions fixed with rational use of energy

	Quality of the product
	% of customers having a quality of tension higher than the contractual thresholds

	
	Average rate of cuts per customer

	Work
	Lengths brought into service of which extension, reinforcement and renewal

	
	A number of connections

	
	Even information while assembling work

	Integration in the environment
	% of work completed in discrete techniques

	Safety of the thirds
	A number of accidents having engaged of the thirds

	Operating statement simplified
	Receipts

	
	Purchase of energy

	
	Running costs

	
	Costs of verification, royalties, other loads complementary

	
	Overheads

	
	Equipments with depreciation and provisions for renewal

	Value of the works
	Gross amount

	
	Not deadened value 

	
	Provisions made up for renewal

	Taxes
	Local taxes 

	
	VAT giving place to deduction

	
	Taxes, royalties and participation


Table 22 : Missions and powers of the Commission of Regulation of Electricity

	Missions

	The access to the network
	The CRE is guarantor of the right of access to the public network of electricity
	

	
	The CRE takes care of the correct operation and the development of the networks and infrastructures of electricity
	

	
	The CRE is guarantor of the independence of the managers of network
	The independence of the managers of networks of electricity: the management of the grid systems of electricity is ensured by people morals distinct from those which carry on activities of production or supply of electricity

	
	
	The CRE contributes to this independence

	Regulation of the markets
	Public utility: the progressive opening of the market must take place by reconciling the introduction of competition with the achievement of the missions of public utility
	The CRE plays a part in the conciliation of these objectives

	
	The entry of new producers of electricity on the market
	

	
	The consumers  
	The CRE Formulate an opinion on the tariffs of sale applied to the noneligible consumers.

	Pouvoirs

	Authorization or approval, decision-making powers
	Capacities relating to the management of the networks
	

	
	Capacities as regards countable dissociation of the activities of the integrated operators
	

	
	Can make lawful decisions in several fields: missions of the managers of the networks, rules of connection to the networks, countable principle of separation...
	

	Settlement of the disputes
	Article 38 of the law of February 10, 2000
	

	Power of sanction 
	Sanctions in the event of violation of the rules legislative, lawful or rising from its decisions relating to: 

· the access or the use of the public network of electricity, 

· - with the principles of countable dissociation, 

· - with the rules of provision of the accountancy article 40 of the law of February 10, 2000
	

	Power of proposition 
	
	

	nformation and capacity of investigation
	Article 33 of the law of February 10, 2000: the CRE has a very broad right of access to the information held or worked out as well by the actors of the markets of electricity as by the administrations
	

	Power of monitoring 
	General mission of monitoring of the correct operation of the market of electricity
	Fields particularly indicated with the control of the CRE: - respect of the principles of countable dissociation, 

· compliance (in connection with the Council of Competition) with the rules of competition, 

· the examination of the refusal of access and the contracts of access to the public network of electricity

	Complementary capacities of those of the minister
	The CRE ensures the control of the invitations to tender intended for the setting of the multiannual programming of the investments
	

	Advisory capacity
	
	


Table 23 : Forms of regulation of public utilities 

	
	Self-regulation by the local communities
	Regulation by the market/by the State with an agency of regulation

	Sectors 
	Water, public urban transport
	Electricity, telecommunications 

	Conditions of success of the regulation by the performance
	Sufficiently concentrated and powerful local communities
	An increased competition

	
	Strong contractual systems laying down precise objectives of performance
	Installation of honest rules of competition

	
	And means of financial and technical control sufficiently robust
	

	
	Transparency of the information 
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� The “Sapin” Law n°93-122 of January 29, 1993 on the prevention of the corruption and the transparency of the economic life and the public procedures. This text organizes publicity, the conditions of competition (obligatory) and of examination of the offers where the contents of the Contracts are strictly framed. 


� The “Barnier” Law of February 2, 1995 institutes for the sector of water the report of the mayor on the price and quality, frames the duration of the Contracts beyond 20 years and prohibits the payment of import duties. 


� The “Mazeaud” Law of February 8, 1995 specifies the tariff conditions, limits those concerning the prolongation of the Contracts, institutes the report/ratio of the operator and controls it its accounts by the regional and territorial rooms of the accounts. Indeed, the operator produces each year with the Authority a report comprising the accounts recalling the totality of the operations related with the execution of the delegation of public utility and an analysis of quality of service.





� EMTA, (23 novembre 2000), Contracts : a tool for public transport authorities, proceedings, workshop, pages 9-10. 


� The information on the performance indicators of Toulon transport network remains confidential. 


� The decree n°2005-236 of 1 March 2005 relating to the annual report of the operator of local public utility came to specify the contents of the report. 


� Contrat de service public entre l’Etat et EDF SA., 2005-2007, 45 pages. 


� In Lyon, for example, the local authority of transport builts independently of the operator indicators of objectives. 


� Mounia Moudjed, (juillet 2005), Les services publics de transport urbain en France. Vers un état des lieux des pratiques de mesure de la performance, enquête téléphonique auprès de 32 autorités organisatrices de transport, document de travail – version 1, Laboratoire d'Economie des Transports, 20 pages.
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