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SLA for Change of Supplier NQH

MPD 1
N
N
- 3 working days L g
Handle CoS
customer read
< 5 working days (010 or 210)
Receive 310/
Receive 105 320
Send 010 f
105 310/320
Send 102R to ‘ Register Send Send CoS
New Supplier MPRN with Confirmation to Reading to
Y - new Supplier both Suppliers both Suppliers
' = Perform Meter Works » »-
Receive & (energisation before
Validate issuing 102 or MCC
%\ change after 102)
° (9]
2 5§ m
~ () 3' | > 2
~ = . a
5 S - 15 working days > =
pol N
@ Send 110 message to old
supplier plus initial
acceptance message (102/
> 102P) to new supplier. - Get Non
Schedule Read
\/\
Q
& .
<& ‘ 10 working days »
- >
] End-T/L1
Trigger - T/L 1 Initial Acceptance (102 - full
Request received acceptance or 102P -
Provisional acceptance) sent Get Schedule
to New Supplier and Read.
Notification sent to Old Actual read
Supplier received
3 working days
Bl
N.B. Many Dependencies
Permits Trigger - TIL 2 End-T/L2
Access X Issue of initial acceptance If§sue of &
Customer acceptance of Connection to New Supplier confirmation &
Agreement readings to supplier
Complex Meter arrangements outside control of
Networks
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SLA for Change of Supplier QH

5 working days

\J

A

Send 010

Y

Receive &
Validate

Send 102R to
New Supplier

Y

<
ES
2
¢
-

S[a,.[ ™ b

Send 110 message to old
supplier plus initial
acceptance message (102/
102P) to new supplier.

MPD 2

Start TIL 2

3 working days

Receive 105 Receive 331
A A
105 331
Register Send Send Meter
Full aczzcegéance of MPRN with Confirmation to Details to
i both Suppliers supplier
> > >
A A

\

QY
&

Trigger - T/L 1
Request received

End-T/L 1
Initial Acceptance (102 - full
acceptance or 102P -

Get Connection
Agreement if required

Re-energise
Read

take

-

Trigger - T/L 2
Full Acceptance of
CoS

L L[]

No MRSO time-out -

permitted time will
depend on DSO re- .
energisation SLAs

End-T/L 2
Issue of
confirmation to

supplier

5/7077(2

Re-energisation for QH sites are complex due to

size

SLA for re-energisation applied
Connection agreements depend on customer
acceptance of Terms & Conditions
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y

Notify MRSO of cancellation -
flow 011 - within 10 days for

this process

Reject claim -
no response

CoS objection process - MPD 3

As the consultation paper on debt management is, as yet,
under discussion no SLA has been prepared for this
process. This may be reviewed in the light of the outcome
of such discussions

Send 012
T Notify new supplier of objection withdrawal on
C%ﬁt?’?tjsrcﬁ'gndgm:s flow 112W and old supplier of objection
Y _ rejection on 112R
Notify New supplier of
objection (for erroneous
transfer) on flow 112
v 1 Notify New and old
supplier of cancellation -
Receive & Receive and validate - flow 111
Validate 011 =
In cases where meter
works has been Notify New supplier
requested then a of rejection - flow
degree of manual 111R Notify MRSO of
intervention is required > withdrawal of claim
Notify old supplier of Flow 012W
objection rejection on
flow 112R
Send flow 112W to New
Supplier to notify of
_ | objection withdrawal
Y
Receive and validate
Manually notify Old
supplier that no open
_ objection in place
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Revert to Supplier of Last Resort
MPD 4

Due to the exceptional nature of this process it
does not lend itself to being monitored

Allows Supplier 5 days to provide remedy

Send MRSO Confirms
Termination termination if
Notice & CoP ] noremedy in
Date 5 days
4
- - Wait 5 days from
Send Determine Validate/ . Send Message 105/320 Send message 105/
message m;;tg Qggﬁom MD Estimate R;%%;gs& assg;)sp Aﬂ?tat?ngtive to SoLR or alternative Se1r(‘|)d5 't\g?gaOQE 310 to Terminated
102N to SoLR Sol = Customer o Readings o Supplier o supplier as appropriate o o supplier
4 A
y
Take Special
read
Subject to DC SLA as Send Message
well as the MRSO 010/210
requirement for a read
at CoP date

Subject to MRSO
requirement for a read
at CoP date
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New NQH Connection - MPD 5

1. Conditions of Network Customer Charter apply
2. Condition of Supplier Registration applies for connections greater or equal
to 30 kva as it will delay energisation and is outside limits of Customer Charter

Supplier
Cust Receives
payment and|agrees N confirmation
Csemer message
Dependenciges e.g
iring Cert
101/332
Make/Validate Inform Supply of
Prepare Quote for Terms Accepted & Appointment if Install & Energise acceptance & Meter
Customer Construction starts ppoint meter point Details & Readings
Cust sends | o - required -
> > > >
App Form ~ 6))0 @ 6;&
%) ~
& %, 3 2
S %, £ %
\é‘ % L -G ——> 10 working days S
@ N.B. The customer may request an
appointment date outside the
Customer Charter timeline
-
G5 Networks customer Charter -
(ie. 7 working days when no site-visit (i.e. completion of connection w%gnCZU\f/ze??g?gceipt of ETCI Cert subject to the
IS requ'riﬂgvsisvi‘ﬁgk;ggu?feﬁs when a conditions in the charter being met.)
Trigger - T/L 1 End T/L 1 Trigger - TIL 2 EndTL2 || Trigger-T/L3 E',c/ld Tk/Lt3
Create the Release the Create Physical Competition arke
Quotation Doc billing Block on Sales Order Energisation Process message

sent

Quotation Doc

of Meter Point
for Cust
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New QH Connection MPD 6

Supplier
Receives
confirmation
message
101 /331
Make/Vaiidat Inform Supply of
Prepare Quote for Terms Accepted & axe/Valldate Install & Energise acceptance & Meter
C N Appointment if ! Detail
ustomer Construction starts X meter point etails
Cust sends - required -
App Form - P el el el ©
) 2 >
£ =g =3
3 2 2
£ 3@ 3
< 3 T cstome v reque ) %
® N.B. The customer may request an N (63} . ®
T Q@ - >
& - appointment date outside the SLA <& 6?, 10 working days ©
timeline & A
3
41—& >
G5 Networks customer Charter - G6 Cust. Charter - 0@
. . o (i.e. completion of connection within 2 weeks of receipt of ETCI Cert subject to the
(ig}gqﬁﬁglgngsda/%srgivr?;g:y%S\;}ﬁéﬂsa? conditions in the charter being met.
site visit is required
Connection to larger development can require

Trigger - T/L 1
Create the
Quotation Doc

End T/L 1
Release the

billing Block on
Quotation Doc
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significant planning , input and resources and may
require a longer time frame

ply/Customer
>30kvaf

AS

Trigger - T/L 2
Create Sales

Order

End T/L 2
At Energisation

Trigger - T/L 3
Begin the

Completion
Process

of Meter Point

End T/L 3
Market
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New Non Despatchable Generator MPD 7

N.B. No SLA as special connection requirements are required to be
carried out by agreement between client and ESB Networks

Supplier
Receives
confirmation
message

r
Dependencies e.g. ?
Wiring. Cert, G10

101/331

Inform Supply of

i acceptance or
Prepare Quote for Terms Accepted & Make_NaIldatg Install & Energise MeterpDetaiIs &
Customer Construction starts Appointment if meter point ;
Cust sends - o o required o Readings
App Form g o

Supply/Customer
30kva?

A Supplier Reg is
Required to proceed
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Time Line for Change to Meter Point characteristics MPD 8

1. Change to meter point characteristics is similar to new connection process in
Customer Charter, however there are areas that are complex

2. Network Customer charter is initial guidelines here

3. Review during market opening process in 2005

er Supplier
Dependencies where c;?ﬁﬁq'éﬁin
Dawnpayment requirede.g message
W.|Cert, DOF
G5 Networks customer Charter Payment & Cust ETCI, DOF ?
; ) i agrees to T&C’s
(ie. 7 working days when no site-visit 301/331/332

is required, 15 working days when a
site visit is required

conditions in the charter being met.)

-t Inform Supply of
Prepare Quote for Becomes Make/Validate acceptanc_e or
Cust submits pCustomer schedulable & Appointment if Meter Works Meter Details &
MIC . — o | Construction starts | required - Readings
application
change q:\ ‘5\) @r\, :;\
5§ o} N s
Q 2 ) A
& 2 S 3
AR (S IS 2
6@{\ K3 o)\’g\ “+——GO——> oY -4— 10 working days —p ‘%
Z o
301N N.B. The customer may request an Q}\Q ?;\ &)
appointment date outisde the SLA &\@ 3
timeline > <.
& 3
]
Supplier -
Receives G6 Cust. Charter
301N (i.e. completion of connection within 2 weeks of receipt of ETCI Cert subject to the

. End - T/L 1 Start TIL 2 End T/L 2 Trigger - T/L 3 End T/L 3
Trgge"t' ;ZL 1 Release the Create Sales Energisation C%%pletion Market
eate the Order of Meter Point for Process message

Quotation Doc

billing Block on
Quotation Doc

Cusr

sent
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De-energisation of a Meter Point - MPD 9

Supplier
Receives
rejection

*

117R

Supplier
Receives
confirmation
message

|

306/332/106D

Process CX111 &
Inform of De-
energisation,

readings and meter
Validate Request Work Becomes Create Call & carry works as
Supplier 9 schedulable out physical work appropriate
Sends 017 > » > »
LN
This will be an automated process N \y
with some exceptions Q\)S‘b e-\\(\@ ‘{0,),)\
7S € &
N (A
b Q}‘b 2%
&Y o
5 working days > < 10 working days
rigger - nd 8 End T/L 2
Total Time: Request Trigger - T/L 2 Meter data capture and data
15 working validated and all Physical work processing. Network Billing to
days permits cleared completed issue data to supplier
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Change to meter configuration - MPD 11

Customer seng
cert/Conne
agreement

s wiring
ction
etc as

equired Supplier
Receives

confirmation
/ message

Supplier Supplier Supplier T
Receives Receives Receives 332/331
130R 30D 137R ‘
130R 130D 137R Process CX111 &
\ ‘ ‘ Inform of meter
works completion
. . Work becomes Make/Validate Create Call & carry and readings as
_ Validate Request Notify of Delay schedulable Appointment out work appropriate
Supplier - - -
Sends 030 g g gl
N
[\y 7
This will be an automated process N.B. The customer may request an '\\(\QJ 6/7 OO;
with some exceptions appointment date outside the timeline ,@0 2. 7/‘
QA 2
& %, Q/’/}@
< & >
5 working days 10 working days
-t 9 day > <€ g day >
rigger - EndTILT& End T/L 2
Total Time: Request Trigger - T/L 2 Meter data capture and data
15 working validated and all Physical work processing. Network Billing to
days permits cleared completed issue data to supplier
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NQH Scheduled Read - MPD 14
Block Estimates

There will be no back to back block
estimates

Receive estimate

%

305
Process & Send
estimate
\(\e@ 6/70’ >
< f//,)
© S/
TS %8 5
| 7 working days |
. End-T/L 2
Trigger - T/L 2 i
Scheduled Read date 100% B!gg&e%stmates
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Out of cycle customer read - MPD 14

Receive
validated
customer reading

Send Send Supplier
Customer Customer sends
read through read through customer
IVR Call Centre Read 300
Validate Send
customer customer
reading o reading
210
A
Receive
customer
o reading
o ~N
.\g‘z’ » 3 working days
(%) -
&\@
&

Trigger - T/L 1
Creation of meter

reading order

End T/L 1

Issue of meter

read
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NQH Scheduled Read - MPD 14

Receive 300
300
|
Meter reader/customer MRSO receives and Process & Send
obtains and returns read - validates read _ scheduled read
- Meter read order opens - 7 working days >

Trigger - T/L 1 End-T/L1
Scheduled Read date 100% of scheduled reads

6 meter readings will be provided to Suppliers per year.

There will be 4 scheduled read visits per year for each MPRN.
ESB Networks have a minimum target of 80% of actual reads
for scheduled read visits.

Minimum of one actual read per year

W Estimated reads
40% O Actual reads

D1 :l
o2 [

O(scheduléd

Read dateg
D3
D4
D5
D6
D7

D

Profile of Meter reading data across 7 working days
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Carry out Initial Aggregation of
QH export data for Embedded
Generators,

Initial Aggregation of QH import
data for & Initial Aggregation of
NQH Data

Data Aggregation MPD 16

Generator Receive QH
export data results, Supplier
receives NQH/QH Import
data results

*

504
505
501

Send results for QH export data
to the relevant Generator & results
for QH/NQH Import data to the
relevant Supplier

Trigger -
Settlement date

Y

y

Send results for QH export data for all
generators, import data to the SSA &
results for NQH to SSA/TSO

\
504
505
501

Y

Receive data

End T/L 1 - Issue
10 working days of data for

settlement
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Supplier/
Customer
agree
consumption

Adjustments to consumption

MPD 17

Due to the protracted nature, legal issues and the role of meter

security this business activity does not lend itself to being

monitored in a public way

Determine initial
estimate

A

Consult with
Supplier and
customer

/

Process agreed
consumption

Supplier
Receives
invoice

A

Issue invoice to
supplier

Issue adjustment to
SSA

'

SSA receives
adjustment
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Request for Special Read - MPD 18

N.B. A ‘No-Access’ result is an accepted reason for
non-performance in this SLA.

Receive
Send 252 352R
Receive
Special Read
352R
3008
VZ‘EEZ%% Create Service MMe(t)etraigaadfdr/ MRSO validate Send special
o Send . order _ | returnreading _ read o read
N
@ NS S
$ G
) IR o
R & 2
S % )
< NE) 2
V’J
. 7 working days . 3 working days -
| > e § Ll
Trigger - T/L 1 & Irigger - nd
Total Time: Request validated, L2 Network Billing -
10 working Meter Read order Read taken, Meter Issue of meter
days created reading order closed read
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Terminate a Meter Point - MPD 19

Customer
receive
rejection

A

Post/ Phone

Supplier
Receives
Message

A
122

Validate Request

Process CX111 &
Inform of De-
registration
complete

2 yrs after De-energisation

or earlier by written request by customer

Customer
request —Post/ Phone p»
termination
-
-———6 months———pp
. Site is De-
Site De- registered
energised after 6
months

NO Timeline Required

The Timeline concerning De-registration, i.e. 122 message, is covered in De registration of a meter point

(MPD 21).

The termination of a Meter Point is performed as a matter of course in the management of network

connections or when requested by the customer.
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Change of SSAC

MPD 20
Supplier )
Receives Supplier
rejection Receives
Supplier Confirmation
Sends 015 * A
1 1\5R 115
. Make Changes to Confirm Change of
Validate Request SSAC SSAC
N
Q;\\(\Q' 6>>O,
RS 2
& Gé‘
%\_’b o@
-t 3 working days >

Start T/L 1 ]
Receipt of End T/L 1 - issue

of confirmation

request
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Customer Data Requests

MPD 22

Customer Customer Customer

Receives Receives Receives

Information Information Information
I I I
Customer i Customer i i
Requests i Requests i %:Ztﬁgg?sr i

Supplier Letter Consumption Letter/Email MPRN Letter
Identity : Data for i Information |
Phone, ! Meter Point ! Phone, !
Fax, i Fax, ! Fax, E
Letter, i Letter, i Letter, i
E-mail ' E-mail ' E-mail '
Provide Identity of Provide Provide MPRN Data
Supplier Consumption Data
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Supplier Data Requests
MPD 23

Supplier Receives

Information
Supplier Requests 306X/307X
refresh data of 195X
Meter Points from 300X
MRSO 339X
Fax, 342X
Letter,
E-mail

Receive & Provide
Requested Data
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Change of Customer Details
MPD 24
Supp_lier S i
Supplier Receives uppier
rejection Receives
Sends 013 ) Confirmation
014R 1?4
Validate Request Get new CA if Confirm changg of
required customer details
. ]
Q;\\(\Q' QO’
& g,
7S O
& o>
5 working days
- 9 %8y >
”QRQ:(;u‘e ot End T/L 1
validated and all oSsue of
permits cleared
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SLA’s for Change of Legal Entity

MPD 25
. Pending .
Supplier F?éfé’ilv'z; Supplier sgggcgrs Supplier Supplier
Sends 016 116R Receives 014R Receives 114 Receives 116
116R 11‘6N 014R 114 116
Confirmation of change - ‘ ] - ‘ -
Validate Request to any Supplier with Validate Request 114t(Conf;:m usage Confirmation of
_ _ pending registration _ (Usage type change) _ ype change _ change to Supplier
%
2
2%,
) %
- 5 working days » %
Where a new Connection agreement is required then the above timeline does not apply.
; Trigger - T/L 1
Rlnggsetr r-e-lt;g_ivlad Request validated, issue of
q confirmation to supplier
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