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RESUMO

No contexto das profundas mudancas ocorridas no modelo do setor elétrico
brasileiro, com sua reestruturacdo e privatizagéo a partir de meados dos anos
1990, houve o afastamento do Estado de sua politica intervencionista, em que
era praticamente o Unico responséavel pela geragdo, transmissao e distribuicdo
de energia, cabendo ao setor privado arcar com estas atividades enquanto o
Estado assumiria o papel de regulador e fiscalizador. Este novo cenario, com a
introducdo das Agéncias Reguladoras, ratificou a necessidade de constante
atencdo e observancia aos aspectos regulatérios pelas empresas
concessionarias. O presente trabalho apresentado mostra como a COELBA
buscou adequar-se, promovendo intensa divulgacdo da cultura regulatéria,
capacitando e atualizando seus profissionais face a intensificacdo da
fiscalizacdo e as constantes mudancas na regulamentacdo, uma vez que a
ANEEL vem atualizando a existente e regulamentando novos temas, para nao
incorrer em risco regulatério e atender as necessidades dos consumidores.
Torna-se necessaria, portanto, a constante difusdo, dentro das
concessionarias, do marco legal que deve orientar o relacionamento com os
consumidores e com a propria ANEEL, assim como das estatisticas de
desempenho do atendimento, a partir dos registros de reclamacgdes de
consumidores, para que se busque a erradicacdo dos problemas e otimizacéo
dos servicos, para o que foi desenvolvido, na COELBA, um sistema integrado
de gestdo e suporte ao atendimento de solicitacbes de consumidores - 0
SIACON.

Palavras-chave: Distribuicdo de energia elétrica; Reclamacdo de

consumidores; Regulamentacdo; Agéncias reguladoras; Relacionamento.



ABSTRACT

The Brazilian Electricity Industry deep changes through restructuring and
privatization processes over 1990°s, put apart the State Policies related to a
publicly owned companies where the State was the only responsible for
generation, transmission and distribution of energy. Then, the private sector
became responsible for those activities while the State started its role as a
regulator and supervisor. This new scenario with the Regulator Agencies,
confirmed the need of constant attention and observation of the regulatory
aspects developed by the utilities companies. This paper wants to present how
the Coelba tried to adapt to the new situation, promoting intense campaign
about the regulatory culture, teaching and updating it professionals to face the
intense supervisory requests and the constant changes of regulatories issues.
On the other hand, ANEEL the Brazilian Regulatory Agency has been updating
the current regulation and publishing new items trying to avoid regulatory risks
and attending the custormers needs. This new situation demands a constant
diffusion among the utilities, of the legal regulatory mark which has oriented the
relationship between customers and the ANEEL. Moreover, the analysis of the
statistics attendance results through the consumers enquiries search for the
elimination of problems to get better services performance. This is the main
objective for the SIACON development

Key words: Distribution of Electrical Energy; Customer enquiries and

complaints; Regulation; Agency of electricity regulation; Relationship.
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