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Optimizar e Actualizar

Alinhando com o objectivo do Governo da RAE de
Macau de construir uma cidade inteligente, a CEM
tem vindo nos ultimos anos a seguir a tendéncia de
digitalizagdo inteligente, investindo consideraveis
recursos para desenvolver plenamente servicos
inteligentes e proporcionar aos clientes uma
série de servi¢cos online one-stop, bem como
tem actualizado e optimizado o WeChat da CEM
desde o seu langcamento. Apenas seguindo o
WeChat da CEM, os clientes podem facilmente
gerir as suas contas, incluindo verificar e pagar as
facturas, pedir aumento da poténcia contratada
ou mudar o endereco, entre outros. Considerando
as necessidades diferenciadas dos varios grupos
de clientes, a CEM iniciou em 2021 uma versao
de WeChat em lingua inglesa. A CEM apresentou
também o servico de carregamento de VE que
permite a digitalizacdo de codigo através do
WeChat. Os proprietarios de VEs podem carregar
o0s seus veiculos bastando para isso fazer scan do
codigo QR nas estacdes de carregamento.

A CEM lancou 4 canais de pagamento em tempo
real em 2021, elevando para 9 esses canais, onde
se incluem o Banco da China, Banco Nacional
Ultramarino, China Construction Bank, China
Guangfa Bank, Industrial and Commercial Bank
of China (Macau), MPay, NK+, UePay e Well
Link Bank. No futuro, a CEM vai trabalhar com
mais plataformas moveis de pagamento para
disponibilizar aos seus clientes métodos de
pagamento mais convenientes.

A CEM continuou sem poupar esforcos no
desenvolvimento da Infra-estrutura Avancada
de Contagem em 2021, substituindo mais de
56.000 contadores tradicionais por contadores
inteligentes, aumentando o racio de cobertura
dos contadores inteligentes para um quarto.
Entre estes, 45.000 contadores inteligentes tém
sido usados para leitura e emissado de facturas. A
funcdo de monitorizacdo da carga dos contadores
inteligentes tem sido feita tanto nos contadores,
como na rede de baixa tensdo. Por outro lado, o
Sistema de Gestdo Central tem sido implementado
com a instalacdo de um Isolador de Comunicacdes
4G para reforcar a ciberseguranca. A CEM vai
continuar a substituir os antigos contadores com
os inteligentes durante o préoximo ano, esperando-
se a cobertura total do territério até 2025.

O Servigco de Avisos por SMS tem registado
um crescimento de ano para ano desde a sua
introducdo em 2017. Para ajudar os clientes a
compreender melhor o conteudo das mensagens
SMS e a obter a informacdo de que necessitam,
a CEM analisou e reviu o conteddo em 2021,
adicionando a informacdo da morada e o /ink de
pagamento, entre outros.

Optimizing and Upgrading

To align with the goal of the Macau SAR
Government to build a smart city, CEM has been
following the smart digitization trend in recent
years, investing a lot of resources to fully develop
intelligent services and provide customers with
comprehensive one-stop online services. CEM
has been upgrading and optimizing CEM WeChat
since its launch. By simply following CEM WeChat,
customers can easily manage their accounts,
including checking and paying their bills, applying
for subscribed demand increase or changing
address, among others. Considering the needs of
different customer groups, CEM started a WeChat
English version in 2021. CEM also introduced the
EV charging service that allows code scanning
via WeChat. EV owners can charge their cars by
simply scanning the QR code on the charging
stations.

CEM launched 4 real-time payment channels
in 2021, bringing the total number of real-time
payment channels to 9, including Bank of China,

Banco Nacional Ultramarino, China Construction
Bank, China Guangfa Bank, Industrial and
Commercial Bank of China (Macau), MPay, NK+,
UePay and Well Link Bank. Going forward, CEM
will work with more mobile payment platforms to
provide more convenient payment methods for
customers.

CEM continued to spare no efforts in developing
Advanced Metering Infrastructure in 2021,
replacing over 56,000 old meters with smart ones
and sending the coverage ratio of smart meters
to one fourth. Among these, 45,000 smart meters
have been used for reading and issuing bills. The
load monitoring function of smart meter has been

realized on meters and low-voltage network.
On the other hand, Key Management System
has been implemented with installation of 4G
Communication Isolator to improve cybersecurity.
CEM will continue to replace old meters with
smart ones next year. Citywide coverage is
expected to be achieved by 2025.

The SMS Reminder Service has seen year-on-
year growth in use since its launch in 2017. To help
customers better understand the content of SMS
messages and get the information they need, CEM
reviewed and revised the content in 2021, adding
the address summary and payment link, among
others.
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Melhorar a Seguranc¢a Eléctrica
em Edificios Antigos Baixos

A CEM atribui grande importancia a
responsabilidade social corporativa e a seguranca
eléctrica dos cidadaos. No final de 2020, os
accionistas da CEM alocaram 30 milhdes de
patacas para criar o "Programa de Subsidio para
Melhoria da Seguranca de InstalacOes Eléctricas
em Areas Comuns de Edificios Antigos Baixos”,
para conceder subsidios e apoio técnico para a
melhoria das instalacdes eléctricas em edificios
com 7 andares ou menos, com mais de 30 anos, e
em situacdo de perigo eléctrico iminente.

Desde o langamento do programa, a CEM ja
inspeccionou e avaliou mais de 2.800 edificios. Na
fase inicial do programa, foram identificados 150
edificios como estando em perigo imediato e com
necessidade urgente de reparacao, envolvendo
cerca de 3.000 habitacdes. A CEM tem vindo a
enviar cartas a convidar os moradores. Gracas
ao apoio de varios departamentos do governo,
e, aos esforcos concertados do pessoal da CEM,
empreiteiros e clientes, 8 edificios ja foram
totaln remodelados durante o ano, com 19
outros ermr o ou em fase de planeamento
preliminar, e o cerca de 440 habitacodes.
A CEM atribuiu u io total a estes projectos
no montante de 5,5 mi

concluido no Edificio Fai On na Rua do Re

em 2021, abrangendo as instala¢cdes eléctricas
comuns de todo o edificio. Os trabalhos incluiam
a substituicdo do quadro-geral de baixa tenséo,
do quadro de colunas, da caixa de contadores,
a(s) coluna(s) montante(s) e a caixa de colunas
(CCL). Apds a remodelacao, as instalacdes
correspondentes ja cumprem com as especificacoes
técnicas da CEM e poderdo suportar o aumento de
consumo de energia no futuro.

Enhancing Electrical Safety in
Low-rise Aging Buildings

CEM attaches great importance to corporate
social responsibility and the electricity safety of
citizens. At the end of 2020, CEM shareholders
allocated MOP30 million to set up the "Safety
Upgrade Subsidy Program for Communal
Electrical Installations in Low-rise Aging Buildings”
to provide subsidies and technical support for the
upgrading of electrical installations in buildings
with 7 storeys or less, aged over 30 years, and
with immediate electrical danger.

Since the launch of the program, CEM has
inspected and assessed over 2,800 buildings. At
the initial stage of the program, 150 buildings
have been identified as being in immediate danger
and in urgent need of repairs, involving nearly
3,000 households. CEM has been sending out
invitation letters. Thanks to support from various
government departments and the concerted
efforts of CEM staff, contractors and customers, 8
buildings have completed the upgrades within the
year, while 19 buildings are either in progress or in
the stage of preliminary planning, involving about
440 households. CEM has provided a total subsidy
of about MOP5.5 million for these projects.

The first successful upgrade project was
completed in Fai On Building on Rua do Rebanho
in June 2021, covering the communal electrical
installations of the entire building. Works include
replacing main low-voltage switchboard, main
collective panel, meter box, main collective
line and CCL. After the upgrade, the related
installations comply with CEM's existing technical
specifications and will be able to meet the
increase of power consumption in the future.
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Satisfacdao dos Clientes Atinge
Novo Maximo

A satisfacdo dos clientes € um indicador importante
para a CEM, por forma a melhorar continuamente
0s seus servicos. Em 2021, a CEM realizou o ja
habitual Inquérito de Satisfagdo do Cliente. Através
do conhecimento do nivel de satisfagdo dos clientes
relativamente aos servigcos prestados pela CEM, as
experiéncias dos clientes e a imagem de marca,
o inquérito ajuda-nos a determinar as linhas de
orientacdo para melhorias, enriquecendo assim
ainda mais 0s Nossos servicos ao cliente.

O nivel de satisfacdo do cliente atingiu 89,5% em
2021, o valor mais alto em dez anos. A maioria dos
inquiridos mostrou-se satisfeita com a fiabilidade
do fornecimento de energia e a generalidade dos
servicos. Concordaram que os servicos da CEM

87.1% 87.3%
I I . I

2012 2013 2014 2015 2016

Satisfacdo Generalizada dos Clientes para com a CEM nos Ultimos 10 Anos
Overall Customer Satisfaction for CEM in the Past 10 Years

89.5%

88.6% -
88.1% 88.3%

I 87.7% I I

2017 2018 2019 2020 2021

se tinham mostrado consistentemente excelentes.
Estamos entusiasmados por ver tdo bons
resultados. A CEM compromete-se a continuar a
melhorar varios servicos para melhor satisfazer as
necessidades dos clientes.

Customer Satisfaction Hits New
High

Customer satisfaction is an important gauge for
CEM to continuously improve its services. In 2021,
CEM conducted the Customer Satisfaction Survey
as before. Through learning about the customers'’
satisfaction level regarding CEM's services,
customer experiences-and brand image, the survey
helps us lay down the directions for improvement,
thereby further enhancing our customer services.

The customer satisfaction level hit 89.5% in 2021,
a ten-year high. Most of the respondents were
satisfied with the reliability of power supply and
overall services. They agreed that CEM’s services
had been consistently excellent. We are heartened
to see such good results. CEM pledges to continue
enhancing various services to better meet
customers' needs.
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Desempenho Excelente

O desempenho da CEM cumpriu todas as metas
dos Indicadores-chave de Desempenho (KPI, na
sigla inglesa) em 2021, ultrapassando todos os
objectivos definidos no Contrato de Concesséao.
O indice de Disponibilidade Média do Servico
(ASAIl) chegou aos 99,9999%'. O indice da
Duracdao Média dos Tempos de Interrupcédo do
Sistema (SAIDI), o indice da Frequéncia Média

Ei-1-

Indicadores
Indicators

FHRTEAIRIER
ASAI - Indice de Disponibilidade Média do Servigco
ASAI - Average System Availability Index

BRI R ER AR R

CAIDI - indice da Duragdo Média dos Tempos de Interrupgdo no Cliente

CAIDI - Customer Average Interruption Duration Index

HEEE
Ligagcdo do Fornecimento
Supply Connection

BEIREHE
Religacdo do Fornecimento
Supply Reconnection

BEE ZHIE
Correccao da Factura
Bill Correction

K ARRRIE
Tratamento de Reclamacdes
Complaint Handling

FEFIPRTS
Marcacéo de Visitas
Appointment Time Schedule

R2BRFE
Servigo de Emergéncia
Emergency Service

B E N HirE
Restabelecimento do Fornecimento
Supply Restoration

RELRRER
lluminacéo Publica
Public Lighting

de Interrupcdo do Sistema (SAIFI) e o Indice
da Duracdo Média dos Tempos de Interrupcao
no Cliente (CAIDI) foram de 0,49 minutos’, 0,07
vezes' e 6,68 minutos' respectivamente, situando-
se a um nivel mundial de topo no referente ao
servico de fornecimento de energia.

Excellent Key Performances

CEM'’s performance has met all Key Performance
Indicators (KPI) targets in 2021, surpassing all
targets set out in the Concession Contract.
The Average System Availability Index (ASAI)
reached 99.9999%'. The System Average
Interruption Duration Index (SAIDI), System
Average Interruption Frequency Index (SAIFI) and
Customer Average Interruption Duration Index
(CAIDI) were 0.49 minutes!, 0.07 times' and 6.68
minutes' respectively, standing at a world-leading
power supply service level.

BiE 1R
Objectivos Resultados
Targets Results
99.99% 99.9999%
1943$&/Min 6.68538/Min /
96% 100% v
98% 99.92%
95% 100% v
95% 100% v
96% 100% v
90% 99.38%
95.5% 99.88%
96% 100% v

VARBEFEMEREERET - Interrupcdes da responsabilidade da CEM + Outages under CEM's responsibility
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Tarifas

De acordo com o método de calculo definido no
Contrato de Concessao, a Clausula de Ajustamento
da Tarifa (TCA, no acrénimo inglés) para os
Grupos Tarifarios A, B e C manteve-se inalterada

2021 FENNE

Clausula de Ajustamento da Tarifa em 2021
Tariff Clause Adjustment in 2021

no segundo, terceiro e quarto trimestres de 2021,
afectada por factores como o aumento dos precos
do petrdleo e flutuacdes de taxas de cambio.

Tariffs

In accordance with the calculation method stated
in the Concession Contract, the Tariff Clause
Adjustment (TCA) for Tariff Group A, B, and C
remained flat in the second, third and fourth
quarters of 2021, affected by factors such as the
rising fuel prices and exchange rate fluctuations.
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Preco Liquido da Tarifa para Clientes Residenciais (MOP/kWh)
Residential Customers Net Tariff Price (MOP/kWh)
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O Governo da RAE de Macau continuou a
implementar o "Programa de Subsidio do
Governo a Electricidade” por um ano, com
um subsidio mensal de 200 patacas em 2021.
O programa existe had 14 anos consecutivos.
Foram beneficiados um total de 232.752 clientes
residenciais. As tarifas de electricidade em Macau
sdo comparativamente inferiores a grande maioria
das principais cidades.

The Macau SAR Government continued to
implement the one-year Government Electricity
Subsidy Scheme with a monthly subsidy of
MOP200 in 2021. The Scheme has been ongoing

for 14 consecutive years. A total of 232,752
residential customers were benefited in 2021.
Electricity tariffs in Macau are lower than most
major cities.
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Note: Based on the average monthly residential power consumption of 430 kWh plus the Government Electricity

Subsidy of MOP200 in Q4 2021

Comissao de Ligacao ao Cliente

Em 2000, a CEM criou a Comissdo de Ligacdo ao
Cliente (CLC, na sigla inglesa), que tem servido
como uma importante ponte para ajudar a CEM
a comunicar com os clientes, melhorar a sua
transparéncia operacional e dar a conhecer a CEM
ao publico em geral.

Os membros da 92 Comissao assumiram funcdes
a 24 de Junho de 2021, com 25 representantes de
associacdes e 10 por parte da CEM. O numero de
membros aumentou para os actuais 35, dos 27
gue havia na primeira comissdo. Todos os anos, a
CLC reune-se trimestralmente para comunicagdes
regulares, mantendo a CEM em contacto préoximo
com os clientes de todos os grupos e sectores.
Em conformidade com as medidas anti pandemia,
todas as visitas ao exterior foram suspensas
durante o ano.

Customer Liaison Committee

In 2000, CEM established the Customer Liaison
Committee (CLC), which has served as an
important bridge to help CEM communicate with
customers from different segments, enhance

its operation transparency and let the public
understand CEM better.

The 9t CLC members assumed office on 24 June
2021, with 25 association representatives and 10
CEM representatives. The number of members has
increased to the present 35 from 27 in the first
term. Every year, the CLC holds quarterly meetings
for regular communications, keeping CEM in
close contact with customers of different strata
and industries. To tie in with the anti-pandemic
measures, all outbound visits were suspended in
the year.
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Os membros da CLC representam as seguintes 25 associagoes e instituicoes
CLC members come from the following 25 associations and institutions

RFIPEEEE
Camara de Comércio de Macau
Macao Chamber of Commerce

HPITEHARE
Federacdo das Associagdes de Operarios de Macau

Macao Federation of Trade Unions

R EME RS

Unido Geral das Associacdes de Moradores de Macau

General Residents Association of Macau

RPE A RS

Associagcdo Geral das Mulheres de Macau

Women's General Association of Macau

RFIREEXES

Associacdo de Construtores Civis e Empresas de Fomento Predial de Macau
Macau Association of Building Contractors and Developers
R REHE S

Associacao Industrial de Macau

Industrial Association of Macau

RPIRERS

Associa¢gdo de Engenharia e Constru¢cdo de Macau

Macau Construction Association

BRFISXRZEAR

Grémio dos Ourives de Macau

Macau Goldsmith's Guild

RPIESEBMEEE

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

RPIMEEERE
Associag¢do Geral dos Empresarios do Sector Imobilidrio de Macau
Macau General Association of Real Estate

RPIEERARS
Associagcdo Geral do Sector Imobiliario de Macau
Association of Property Agents and Realty Developers of Macau

RS TTHRRBEMEEEEZES
Conselho de Consumidores do Governo da RAE de Macau
Macau SAR Government Consumer Council

%nEEﬁEﬁ%:ﬁJ%iﬁ

Ceriménia Inaugural do

RPIARSXETIHE
Associa¢gdo dos Consumidores de Companhias de Servi¢co Publico de Macau
Macau Association of Consumers of Public Utility Companies

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

RPIEEREEE
Associacdo de Gestdo Imobilidria de Macau
Property Management Business Association Macau

RPURERIF LA R
Associacao de Servicos de Entretenimento de Macau
Macau Entertainment & Service Association

RPIHBRXERS
Associagcdo dos Profissionais de Electromecanica de Macau
Macau Electromechanics Professionals Association

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

R ERERS
Associacao Comercial de Fomento Predial de Macau
Macau Trade and Land Development Association

RPdbE TS
Associac¢ado Industrial e Comercial da Zona Norte de Macau
Industry and Commerce Association of Macau Northern District

RIS THEESE
Associac¢do Industrial e Comercial das Ilhas de Macau
Industry and Commerce Federation of Islands of Macau

RPIRR XS
Associacdo de Empresas Chinesas de Macau
Macau Chinese Enterprises Association

RRERE A
Instituicdo de Alianca do Povo de Macau
Macau Institution of People's Alliance

RPIRNBRE RS

Associagdo de Pequenas e Médias Empresas de Restauragcao
Association of Macau Small and Medium Enterprises of Catering
R EEREXGS

Associacdo de Convencdes e Exposicdes de Macau

Macao Convention & Exhibition Association
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