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Executive summary

Smart meters are a vital part of the energy market. They bring immediate benefits to
consumers by helping them take control of their energy usage and gain access to time-
of-use tariffs as well as providing extra assistance to consumers. Smart meters can
bring an end to estimated bills and enable the transition to a more flexible energy
market. In addition to this, they are essential for the successful delivery of Market-wide
Half-hourly Settlement.

As of the end of September 2025, 70% of meters in Great Britain were smart or
advanced meters, with 91.7% operating in smart mode. The remaining 8.3% are
operating in traditional mode which may limit customer access to cheaper time of use
tariffs, or convenient top ups for prepayment customers. Our strong view is that all
consumers who want a smart meter should be able to have one installed quickly and
those meters should work as intended, without losing smart functionality.

Where problems with smart meters arise, they should be identified and fixed as rapidly
as possible to restore smart functionality to the customer. We are aware that some
consumers have experienced delays in getting a smart meter, whilst others have had
challenges with the meter’s operation. This falls below the level of service consumers
rightly expect in these situations.

Last year, Ofgem consulted on the introduction of four Guaranteed Standards of
Performance (‘Guaranteed Standards’) in smart metering which were:

GSOP 1: Installation appointment availability

If a consumer requests a first time/new smart meter installation appointment,
the energy supplier must offer the consumer an appointment to take place
within six weeks of the request being made, otherwise the consumer receives
compensation.

GSOP 2: Failed installations

If a smart meter installation fails due to a fault within the energy supplier’s
control, the consumer will receive compensation

GSOP 3: Investigating smart meter operational issues

If a consumer reports a problem with their smart meter, the energy supplier
must complete an initial assessment, take an appropriate action and offer to
update the consumer, within 5 working days, otherwise the consumer will
receive compensation.

GSOP 4: Smart meters not operating in smart mode

If a consumer's smart meter is not operating in smart mode for over 90 days, the
consumer will receive compensation.


https://www.gov.uk/government/statistics/smart-meters-in-great-britain-quarterly-update-september-2025
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Our focus in developing this suite of proposals was to give consumers protection from
poor service, and automatic compensation when suppliers have fallen short of these
standards. Many consumers who do not have a smart meter say that they are deterred
from hearing about the poor experience smart meter customers receive, with
challenges in securing installation appointments or the smart meter failing to connect
properly. Our aim is to tighten consumer protections in this area so that smart meter
customers get a better overall consumer experience, in order to give all consumers
greater confidence in the benefits of smart metering.

We have decided to implement GSOPs 1-3, with the Statutory Instrument signed on 27
January 2026, which brings the Statutory Instrument into legislation.

GSOPs 1-3 are levels of service that we believe all energy suppliers should be delivering
at this stage of the rollout, as standard practice. There is no justification for delaying or
removing these proposals and consumer compensation will commence under these
new Guaranteed Standards from 23 February 2026.

Ofgem has decided not to make a final decision on GSOP 4 at this point in time. We still
believe automatic compensation could be a powerful way to incentivise industry to
ensure smart meters are working in smart mode and fix issues quickly. We intend to
take forward further work on GSOP 4, with a view to implementing it later this year
subject to successfully working through the accountability, technical and

regulatory issues raised through the Statutory Consultation.

The issue GSOP 4 seeks to address remains important to consumers. However, we
consider progress is required in certain areas before consumer compensation can
commence. For example, the rollout of newer technology, such as 4G comms hubs, is
stillin its early stages and we consider it should progress further where it is more widely
available for suppliers to install. In addition, Ministers have not yet confirmed the
Department's final position on post 2025 smart meter policy, which in the summer
consultation included a proposal on the operation of smart meters. We await
confirmation of these proposals and will need to ensure any additional regulatory
measures we implement are proportionate. Finally, given the role both energy suppliers
and the DCC have in functioning smart meters, appropriate mechanisms may need to
be explored to ensure accountability on all parties who play a role in fixing smart meters
not operating in smart mode. Further commentary is provided on this in section two of
this document.

Overall, our ambition is for all retail energy consumers to receive the best possible
outcomes. We have considered these new smart meter Guaranteed Standards in the
context of our work to define and implement consumer outcomes, and our wider review
of the GSOP framework. The GSOP review call for input explores the role for
Guaranteed Standards in delivering consistently good consumer outcomes. We
consider Guaranteed Standards to be an important tool for driving service
improvements and our review seeks to ensure the framework and individual standards
are designed and utilised effectively. We consider that introducing these new smart


https://www.ofgem.gov.uk/call-for-input/reviewing-supplier-guaranteed-standards-performance-gsop

Decision on the introduction of smart meter Guaranteed Standards of Performance

meter Guaranteed Standards is consistent with our objective to ensure that the
regulatory framework is focused on delivering good outcomes for consumers.

As GSOPs 1-3 have now been inserted into legislation, these standards along with all
other current standards will fall in scope of our wider GSOP review. We will monitor
performance against these new Guaranteed Standards from Q2 2026.
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1.

Introduction

This section outlines the background and related documents to this decision.

Context and related publications

1.1

1.2

1.3

1.4

1.5

1.6

1.7

1.8

The introduction of Guaranteed Standards in smart metering has been supported
by the work of the Department of Energy, Security and Net Zero, Smart Meter
Implementation Programme (‘SMIP’). Forums conducted by SMIP enabled energy
suppliers and consumer groups to provide engagement and feedback on potential
smart meter Guaranteed Standards.

On 10 September 2024 we set out in our Consumer Confidence a step up in
standards that we would consider introducing new Guaranteed Standards in
relation to the installation and maintenance of smart meters.

On 28 March 2025 we published a consultation (‘March Consultation’) to
introduce new Guaranteed Standards in specific areas of smart metering. We
proposed to introduce four new standards relating to the installation and
operation of smart meters.

We outlined that compensation for consumers is an important tool for
strengthening consumer confidence in the energy market and financial incentives
can play a key role in driving better outcomes for consumers. We considered that
there was a strong rationale for intervention for each of the proposed Guaranteed
Standards as there was evidence consumers were facing issues in each of these
scenarios.

On 8 August 2025 we published a Statutory consultation (‘Statutory Consultation’)
which included a draft Statutory Instrument and draft Impact Assessment on our
proposals. This document sought feedback on our proposed drafting for GSOPs 1-
4. The Statutory Consultation outlined that we were minded to include non-
operational smart meter issues relating to the smart meter network (operated by
the DCC) within the scope of the policy and supplier compensation payments for
GSOP 4.

A decision was taken by Ofgem in December 2025 to implement GSOPs 1-3 into
legislation, in February 2026. We also decided not to take a final decision on
GSOP 4 until the latter half of 2026.

This document confirms our decision on progressing each of these proposals,
whilst providing commentary on some of the key issues raised from the Statutory
Consultation. We do not provide views or feedback on all points that were raised.

The ongoing GSOP review is currently considering our wider use of Guaranteed
Standards as a tool for delivering improvements in the outcomes experienced by
consumers, as set outin our current call for input. As part of our broader


https://www.ofgem.gov.uk/sites/default/files/2024-09/OFG2266%20Consumers%20Confidence.pdf
https://www.ofgem.gov.uk/sites/default/files/2024-09/OFG2266%20Consumers%20Confidence.pdf
https://www.ofgem.gov.uk/consultation/smart-meter-guaranteed-standards-supplier-guaranteed-standards-performance
https://www.ofgem.gov.uk/consultation/statutory-consultation-smart-meter-guaranteed-standards-performance
https://www.ofgem.gov.uk/call-for-input/reviewing-supplier-guaranteed-standards-performance-gsop
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Consumer Outcomes work, we are also considering how we can best ensure that
the regulatory framework is designed to deliver good consumer outcomes.

Send us your feedback

We believe that consultation is at the heart of good policy development. We are keen to
receive your comments about this decision. We would also like to get your answers to
these questions:

Do you have any comments about the quality of this document?

Do you have any comments about its tone and content?

Was it easy to read and understand? Or could it have been better written?
Are its conclusions balanced?

Did it make reasoned recommendations?

Do you have any further comments?

Please send your feedback to stakeholders@ofgem.gov.uk.


mailto:stakeholders@ofgem.gov.uk

Decision on the introduction of smart meter Guaranteed Standards of Performance

2. Decision on the implementation of smart meter
Guaranteed Standards

This section confirms our decision on the introduction of the smart meter Guaranteed
Standards of Performance.

GSOPs 1-3

2.1

2.2

2.3

2.4

2.5

2.6

2.7

In our view, at this stage of the smart meter rollout, GSOPs 1-3 represent the
levels of service all energy suppliers should be delivering to their customers.

The smart meter rollout has been underway for over 12 years and the current rate
of smart meters in premises, within Great Britain, is over 70%, meaning that these
standards should be basic levels of service all consumers should expect. We
consider there is no reason to delay or remove GSOPs 1- 3 and that they should be
inserted within the Electricity and Gas (Standards of Performance) (Suppliers)
Regulations 2015 (‘the 2015 Regulations’) at the earliest opportunity in 2026.

GSOPs 1-3 are therefore contained within the Statutory Instrument titled The
Electricity and Gas (Standards of Performance) (Suppliers) (Amendment)
Regulations 2026, which has now been made by the Authority and has received
ministerial consent.

The updated regulations are published on Legislation.gov

Energy suppliers will be required to make automatic payments for breaches of
these new Guaranteed Standards, in addition to all other existing Guaranteed
Standards, from 23 February 2026.

All feedback to our consultation was thoroughly assessed and considered. We
have not made any significant changes to GSOPs 1-3 in relation to the policy
position; however, we have made amendments to the draft Statutory Instrument
consulted on in the Statutory Consultation to better reflect the policy intention
and enhance clarity for stakeholders.

Commentary on the key changes to the Statutory Instrument are set out in Section
3 of this document.

GSOP 4

2.8

2.9

We have decided not to take a final decision on GSOP 4 at this time. However, we
still believe automatic compensation could be a powerful way to incentivise
industry to ensure smart meters are working in smart mode and fix issues quickly
and we plan to move forward with this Guaranteed Standard separately from
GSOPs 1-3.

A large proportion of the feedback focused on our proposal for GSOP 4,
particularly around the inclusion of Data Communications Company (‘DCC’)


https://www.legislation.gov.uk/uksi/2015/1544/contents
https://www.legislation.gov.uk/uksi/2015/1544/contents
https://www.legislation.gov.uk/uksi/2026/73/contents/made
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2.10

2.12

2.13

2.14

10

issues within scope of consumer compensation. The Statutory Consultation
outlined that we were minded to include non-operational smart meter issues
relating to the smart meter network (operated by the DCC) under the scope of the
policy and supplier compensation payments. This in our view was in the best
interests of the consumer, and we still consider this is the correct approach.

It was noted in several responses that the inclusion of these issues should also
require the development of a cost recovery mechanism between energy suppliers
and the DCC, which does not currently exist. It is our view that the development of
such a mechanism would be for industry to progress under The Smart Energy
Code (‘SEC’). Should such a mechanism be implemented, this would take time to
develop and importantly, considerations would need to be given to the changes to
DCC regulatory arrangements planned for later this year.

We will not provide substantive commentary on the feedback provided in the
Statutory Consultation regarding GSOP 4 at this time. We plan to engage industry
further on the key issues raised, and when we make our final decision on GSOP 4,
we will then provide a summary of our views on the issues raised.

In 2026, we will conduct further work on GSOP 4 with industry, as we recognise
work has already commenced to align industry operations with the proposed
policy intention of this proposal, which we welcome. Alongside this, we fully
expect all energy suppliers, including those on active compliance engagement, to
continue making progress against non-operating smart meters in line with their
licence requirements.

In addition, since our original proposals were launched, DESNZ have consulted on
their post-2025 smart meter policy framework. Within this, DESNZ have proposed
amending the operational licence condition so that suppliers must take all
reasonable steps to operate smart meters in smart mode within 90 days. Should
this progress as drafted, we would fully expect energy suppliers to be making
measurable steps to shift progress to resolving non-operating smart meters within
that 90-day period, in line with that proposed licence obligation. We will monitor
progress against the new obligation closely, if introduced, to ensure thatitis
having the intended effect and improving customer outcomes.

We will take final decisions on the progress and substance of GSOP 4 in the latter
half of 2026. In the meantime, we expect energy suppliers and the DCC to use the
additional time and work together to continue to resolve operational issues
impacting consumers and prioritise faster fixes for non-operating smart meters.


https://smartenergycodecompany.co.uk/
https://smartenergycodecompany.co.uk/
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3.

3.1

3.2

3.3

Amendments to draft Statutory Instrument post
Statutory Consultation

We received 30 responses to the Statutory Consultation, including 15 from energy
suppliers, 4 from consumer groups, and 11 from other stakeholders.

A list of questions asked in the Statutory Consultation and a summary of the
responses received is included in appendix two. For each of GSOPs 1-3, we asked
whether the responder agreed that the correct approach for the Guaranteed
Standard was to amend the existing regulations, and whether they had any
comments regarding the drafting of the statutory instrument.

In response to stakeholder feedback, we outline below the main amendments to
the draft Statutory Instrument post Statutory Consultation.

Definitions

3.4

3.5

3.6

3.7

3.8

11

In our Statutory Consultation, we set out to amend the 2015 regulations to clarify
that they also apply to smart meters. We outlined our proposal to do this by
making amendments to the definition of both gas and electricity meter, and to
insert a new definition for smart meter.

Our previous minded to position was to amend the definition of both gas and
electricity meter to include: “(and includes a smart meter)”. The purpose of this
inclusion was to be clear that all existing references within the 2015 regulations to
electricity meter, or gas meter, also meant a smart meter.

We received feedback from energy suppliers highlighting that smart meters are
already interpreted to be included within the existing definition. We have re-
assessed the existing definition and agree that interpretation of electricity or gas
meter should also already include a smart meter. We have therefore decided not
to include this insertion and make clear in this document that our expectation is
that all suppliers interpret the existing definition to include smart meters.

We also proposed utilising an existing definition of smart meter from within the
Electricity Act 1989 and Gas Act 1986: “Smart meter has the meaning given to itin
paragraph (a) of that definition in section 4(6) of the Electricity Act and section
5(12) of the Gas Act”.

Feedback from energy suppliers indicated that this definition included types of
meters that were outside the scope of our policy intention, namely advanced
meters. As set out in our March Consultation, in relation to the definition of smart
meters, we were clear that these Guaranteed Standards should only incorporate
SMETS compliant meters, which are set outin the SEC.
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3.9 We have amended the definition in response to this feedback to ensure that no
other meter type, such as an advanced meter, could be interpreted to be included
in scope of this definition. We have therefore linked the definition within the
Statutory Instrument to the SEC as originally outlined in our March Consultation.
In doing so, we have also inserted formal definitions of both the “Smart Energy
Code” and a “smart meter communication service”, emphasising that a smart
meter communication service is the service provided by the holder of a smart
meter communication licence (such as the DCC), granted under the relevant
statutory provisions.

GSOP 1: Installation appointment availability

3.10 This Guaranteed Standard applies to first time smart meter installations only, i.e.
the installation of a smart meter in a premise where a smart meter is not already
installed. It does not apply to any other type of meter installation.

3.11 In our Statutory Consultation we proposed to amend existing regulation 3
(Appointments), rather than insert a new regulation. Most agreed with this
approach, therefore we have proceeded with an amendment rather than a
standalone regulation.

3.12 We previously proposed an exemption whereby if an energy supplier reasonably
concluded that it would not be possible for a smart meter to operate in smart
mode, then the obligation would not apply. This was linked to technical barriers
that prevented smart meters from operating in the correct manner and is set out
under regulation 3(1A)(b) in the Statutory Instrument. However, we received
feedback from suppliers that outlined there was a stage missing before that
exemption and that in some instances energy suppliers can be aware of other
issues surrounding whether an installation can take place at all, that are not
specific to whether the smart meter would work or not. Examples given related to
health and safety issues that an installer may face, and other site-specific issues
including a lack of space where a smart meter would be installed.

3.13 We have therefore inserted a separate exemption to account for these scenarios
at regulation 3(1A)(a). If an energy supplier is unable to physically install a smart
meter, a timely appointment would not be necessary. We would, however, expect
energy suppliers to continually review these types of scenarios to ensure that any
previous situations that may have fallen under this exemption are still accurate. If
for example the previous situation had been resolved, the supplier, in our view,
would then no longer be able to reasonably conclude it was not possible to install
a smart meter for those reasons.

3.14 We have also amended the exemption that related to the customer previously
refusing a smart meter appointment. We have updated this exemption to reflect
that this will only apply to refusals from when the legislation comes into effect,

12
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therefore previous historical refusals prior to the 23 February 2026, would not be
captured in this updated drafting of the exemption.

3.15 We proposed that the timeframe for appointment should be 30 working days or six
weeks, and that this would apply to both domestic and microbusiness
consumers. We refer to working days throughout the Statutory Instrument to be
consistent with timeframes already referenced throughout.

3.16 Inrelation to non-domestic consumers, we also received feedback from energy
suppliers that, despite reducing the scope to microbusinesses only, six weeks
was still not the appropriate timeframe for microbusiness consumers due to the
specific needs and requirements of this consumer base. We have therefore
amended the regulation to allow for a 60-working day, or twelve-week, time frame
that applies to first time smart meter appointments for microbusiness
consumers.

3.17 As this regulation relates to setting a specific timeframe to offer an appointment,
itis vital the trigger point for when the timeframe begins is clear and easily
understood by all parties. Regulation 3(4A)(a) and (b) outlined that the timeframes
would begin from either the day on which the customer or supplier requested an
appointment or requested to re-arrange an appointment.

3.18 We had feedback from suppliers relating to the phrasing of “supplier requested”
which questioned what that meant operationally, as suppliers advised that they
often engage in proactive communications to generate appointment bookings. It
was highlighted that referencing “supplier requested” appointments could be too
ambiguous as to when the timeframe would commence and questioned if the
intention was for the timeframe to begin from any communication sent by the
energy supplier to a consumer, or when the customer responded to said
communication.

3.19 Inourview, the booking of a first-time smart meter appointment will primarily
centre around the actions of the customer, rather than the respective energy
supplier. Energy suppliers do proactively engage with consumers on appointment
bookings; however, the actual booking of an appointment will require the
customer to take action to arrange (request) that appointment with said energy
supplier. Therefore, we have removed “supplier requested” from sub-regulation
(a) to ensure that it is clear that the timeframe for the six or twelve weeks is only
applicable from the point in time when the customer actively books or “requests”
the appointment.

3.20 The phrase “supplier requested” remains in the Statutory Instrument at regulation
3(4A)(b), which allows for the re-arrangement of a first-time smart meter
appointment. This is because we are aware that on occasion energy suppliers
may seek to reschedule previously booked appointments due to unforeseen
circumstances that may not have been apparent at the time of booking the
original appointment. Therefore, when the rearrangement of the appointment is

13
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3.21

requested by the supplier, we require the supplier to also offer an appointment
that is within six weeks (domestic consumers) or twelve weeks (microbusiness
consumers) from the date of that request, i.e. the timeframe will apply to either
party who rearranges the appointment (consumer or energy supplier).

In addition, there may be some instances where a customer does not want an
appointment within the required timeframe. We would clarify that that in these
circumstances, an energy supplier is not required to make an automatic
compensation payment as long as they were able to offer an appointment within
the required timeframe. Consumers are allowed to request an appointment takes
place on a particular date and time and the supplier must not unreasonably
withhold agreement to that request, under existing regulation 3(5). This may be
particularly relevant for microbusiness consumers who may request a first-time
smart meter appointment that aligns with business needs and is therefore outside
of the required timeframe.

GSOP 2: Failed installations

3.22

3.23

3.24

3.25

3.26

14

This Guaranteed Standard applies to all smart meter installation appointments,
whether that be a first-time installation or the replacement of an existing smart
meter. This obligation also applies to installation activities undertaken on the
energy supplier’s behalf, including work carried out by third-party engineers
contracted through Meter Operators (MOPs).

As with GSOP 1, we proposed to amend regulation 3 (Appointments), rather than
introducing a new standalone regulation. In response to Question 4 of the
Statutory Consultation, all stakeholders supported the approach of amending
regulation 3.

However, feedback on the Statutory Instrument highlighted that some energy
suppliers considered our proposed amendments at regulation 3(9A) duplicated
requirements already contained within regulation 3(9), which requires suppliers to
ensure that whoever represents them on the day possesses the necessary skills,
experience and resources to fulfil the purpose of the appointment, as far as the
supplier reasonably understands it.

To address this, we are no longer inserting regulation 3(9A) and instead, we have
amended regulation 3(9) to clarify that the requirement to ensure whoever
represents the supplier has the necessary skills, experience and resources,
applies (in addition to existing requirements) specifically where the supplier
attends an appointment for the purpose of installing a smart meter. The intent of
the regulation and the desired outcome remain the same.

Other supplier feedback proposed a range of possible exemptions, including
scenarios involving adverse weather or health and safety/technical issues they
may not be aware of prior to visiting the premise. We consider that these
circumstances are either already appropriately covered under existing regulation
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9, Exemptions and limitations to supplier payment obligations, or are outside of
scope of the regulation as the requirement only applies where “a supplier
reasonably understands it”. As a result, we do not consider it necessary to
introduce any further additional exemptions.

GSOP 3: Investigating smart meter operational issues

3.27

3.28

3.29

3.30

15

In our Statutory Consultation, our minded-to position was to progress this
Guaranteed Standard by amending regulation 4 (Faulty meters) and regulation 5
(Faulty Prepayment meters), by adding in additional notification types that relate
specifically to when an In Home Display (‘IHD’) or smart meter was not operating
as intended, thus requiring suppliers to take certain action alongside the existing
requirements.

Stakeholder feedback highlighted that the proposed drafting did not reflect the
policy intent behind GSOP 3 and had substantial differences operationally from
the policy intent, particularly in relation to the requirements regarding prepayment
meters. For example, whilst existing regulation 4 (Faulty meters) contained the
requirements proposed for GSOP 3, such as taking an action within 5 working
days, regulation 5 (Faulty Prepayment meters) on the other hand requires
suppliers taking action within 3-4 hours for issues relating to prepayment meters,
and thus our amendments would require suppliers to take action within 3-4 hours
for non-operating smart meters and IHDs.

In light of this feedback, we have decided not to proceed with implementing GSOP
3 through amendments to regulations 4 and 5. Instead, for clarity, we are
introducing a new standalone regulation 5A (Investigation of smart meters not
operating as intended), that applies to all smart meters including those operating
in prepayment mode. Whilst this is a departure from our previous drafting in the
Statutory Consultation, the relevant feedback given, in our view, was correctin
stating that our original approach to amend existing regulations would not have
been practicable. In our view a standalone regulation will be clearer to understand
for all parties. Regulation 5A is similar in theory to existing regulation 4, but not
identical, given the different operational context between issues relating to a
meter operating outside the margins of error and a non-operating smart meter.

Under new regulation 5A, energy suppliers are required to complete an initial
assessment to determine whether the customer’s issue relates to the smart
meter, IHD or both. Suppliers must, where appropriate (i.e. where there is action
to be taken), take actions that will assist them to identify the cause of the fault of
the smart meter and/or, an action that will assist them to identify if the IHD is
operating as intended and offer to provide written confirmation of the nature and
outcome of this assessment, as well as the actions taken, within 5 working days.
This requirement is focused on initial engagement and assessment, rather than
the full resolution of non-operational smart meters or IHD issues.
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3.31

3.32

3.33

3.34

3.35

3.36

16

We received feedback from stakeholders regarding the exclusion of IHDs from the
Statutory Instrument, noting that when it comes to IHD faults there are limitations
in what a supplier is able to do. Unlike the smart meter, an energy supplier is
unable to directly communicate with an IHD, therefore, itis not possible for a
supplier to diagnose a specific issue with an IHD. We also note that suppliers
currently only face a 12-month maintenance obligation in relation to a consumer’s
IHD, an obligation which we do not wish to unintentionally extend by virtue of our
Statutory Instrument.

As previously outlined, in our experience consumers are less likely to identify
issues directly stemming from the smart meter itself, and its more probable they
may report an issue to their supplier which originates from an interaction with
their IHD. A consumer therefore may contact an energy supplier regarding, what in
their view, is an issue with their IHD, when the issue may actually stem from the
meter, or there may be no issue at all.

To ensure suppliers take relevant action when a consumer reports such an
incident and investigates all possibilities, we consider IHD’s must be part of the
regulation. We would reiterate that the intention is not for energy suppliers to
diagnose and/or triage IHD faults, but to establish if the IHD is likely to be the
cause of the issue the consumer has contacted the supplier about (rather than
the smart meter). A supplier should be able to do so by assessing the status of the
smart meter, in relation to meter read cycles, service requests, and also billing
statements.

It was highlighted that this regulation would also apply to microbusiness
customers, however, we note that energy suppliers are not obligated under the
supplier standard licence conditions to provide IHDs to microbusiness
consumers. Instead, energy suppliers are obligated, since October 2024, to
provide non-domestic customers in scope of the smart meter rollout with free and
regular information on their energy use, based on their smart meter data. This
means that whilst some microbusinesses may receive an IHD, others may receive
their supplier's data offer through other means.

Therefore, itis less likely that a microbusiness consumer would contact an energy
supplier to report an issue relating to an IHD. In order to accurately reflect the
non-domestic consumer experience and ensure consistency for suppliers
irrespective of how they choose to meet the non-domestic data offer obligations,
we have made clear that IHD related issues do not apply to microbusiness
consumers, by amending the definition of “customer” so thatitis clear a
customer does not mean a microbusiness customer for the purposes of
paragraph (c) of the definition of “not operating as intended”.

Stakeholder feedback also indicated that the definition (which we have moved
from the general interpretations regulation solely into regulation 5A) of “not
operating as intended” was unclear and contained contradictory wording,
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particularly in relation to prepayment scenarios. We have taken this feedback into
account and revised the definition to provide greater clarity.

Respondents also highlighted that the drafting within the definition of
“appropriate action” implied suppliers must reach an immediate resolution, and
suppliers requested greater flexibility to allow for investigation into operational
issues. We consider that the new regulation 5A clearly focuses on suppliers taking
steps and actively engaging with consumers who report faults, and not on fully
remediating the issue. Regulation 5A does not contain a definition for
“appropriate action”, rather it states at regulation 5A(4)(b) that the energy
suppliers must, where appropriate, take action which will assist the supplier to
identify the cause of the smart meter operating as intended or to identify whether
the IHD is not operating as intended.
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Next steps

We consider that these new Guaranteed Standards will support the smart meter
rollout and provide better outcomes for consumers.

The revised Statutory Instrument has been amended based on responses to our
Statutory Consultation. This Statutory Instrument has now been made and forms
our final decision on GSOPs 1-3.

The Statutory Instrument will be subjected to scrutiny by the Joint Committee on
Statutory Instruments and will not come into effect for at least 21 days from the
made date. We have included a “coming into force” date on the Statutory
Instrument of 23 February 2026.

This decision marks the final stage in our work to implement GSOPs 1- 3. We will
commence monitoring of supplier performance against these standards in Q2
2026. GSOPs 1-3 will also now be included within scope of the GSOP wider
review. We also committed to reviewing these GSOPs in Q1 2027 to ensure they
are driving the right outcomes.

As outlined in section two, we will conduct further work on GSOP 4, with a view to
making announcements on this in the latter half of 2026.

More broadly, our Call for Inputs on Consumer Outcomes and GSOPs both close
in late January 2026. Once we have reviewed responses, we will publish a
stakeholder update on our way forward.
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5. Appendix

Appendix one: Respondents

We received 30 responses from the below organisations.

OovOo

Octopus
ScottishPower
SO Energy

SSE

Utility Warehouse

Valda Energy

Energy supplier Consumer Groups Other respondents
responses

British Gas Age UK Alt HAN

Corona Energy Citizens Advice BEAMA

Drax Citizens Advice Calisen

Ecotricity Warwickshire DCC

EDE Consumer Scotland Energy Ombudsman
Engie Energy UK

EON ICoSS

Good Energy L&G

Northern Power Grid
Northern Power Grid MAP
SEC Panel
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Appendix two: Summary of responses to Statutory
Consultation questions

1. Do you have any comments regarding the drafting of the Statutory Instrument
relating to the definitions of electricity and gas meter?

Most energy suppliers supported the proposal to align the definitions of gas and
electricity meters with those established in the Electricity Act and Gas Act.

Several stakeholders however raised substantive concerns regarding the definition of a
smart meter. Specifically, it was noted that the drafting did not clearly reflect Ofgem’s
position that the new Guaranteed Standards should apply exclusively to SMETS meters.
The definition could be interpreted to include non-SMETS meters, thereby introducing
ambiguity. Some stakeholders recommended alignment with SEC and SMETS
specifications to ensure operational clarity.

2. Do you have any comments on the draft Impact Assessment?

Most comments received in relation to the draft Impact Assessment pertained to GSOP
4. As GSOP 4 is outside the scope of this decision document, these comments will be
considered and addressed as part of the ongoing GSOP 4 process.

3. Do you agree the correct approach for this Guaranteed Standard is to amend
existing regulation 3, rather than implement a new individual standalone
regulation?

Most energy supplier responses were in favour of amending existing Regulation 3,
rather than introducing a new standalone Guaranteed Standard.

4. Do you have any comments regarding the drafting of the Statutory Instrument
(see appendix one) on this standard?

Consultation responses regarding the timing of smart meter installation appointments
were mixed. While some respondents supported the proposed six-week booking
window, others expressed concerns about its feasibility and the risk of unintended
consequences. Several energy suppliers highlighted inconsistencies between the
consultation document (which referenced a six-week window) and the legal drafting
(which specified 30 working days). Respondents cautioned that rigid timelines could
prioritise new installations over essential upgrades. Some advocated for a more flexible
standard, allowing appointments to be agreed within an appropriate timeframe where a
six-week window is not achievable.

Several respondents opposed the requirement, citing workforce constraints,
operational pressures associated with the post-2025 policy proposals, and the risk of
increased costs to consumers.
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Other feedback called for clearer drafting on exemptions and technical eligibility, noting
the risk of inconsistent application without Ofgem oversight and the complexities
associated with non-domestic installations involving third-party intermediaries. Several
respondents encouraged Ofgem to consider delaying implementation until after the
RTS phase-out and to provide clarity on prioritisation in exceptional circumstances.

5. Do you agree the correct approach for this Guaranteed Standard is to amend
existing regulation 3, rather than implement a new individual standalone
regulation?

Most energy supplier responses were in favour of amending existing Regulation 3 rather
than introducing a new standalone Guaranteed Standard.

Some noted that the proposed requirement is already largely addressed within
Regulation 3 and that clarifying its application will promote consistency across the
market.

6. Do you have any comments regarding the drafting of the Statutory Instrument
(see appendix one) on this standard?

Consultation responses highlighted broad agreement with the principle of clarifying
expectations under Regulation 3. However, stakeholders raised concerns regarding the
scope and application of the proposed Guaranteed Standard for failed smart meter
installations.

Several respondents supported compensation only where failure results from supplier
oversight, such as not acting on known metering complexities or site requirements.
These respondents proposed detailed exemptions covering safety risks, technical
issues not reasonably identifiable, adverse weather, force majeure, labour disputes,
supply chain disruptions, and unforeseen site conditions. Some stakeholders
recommended alternative wording to ensure compensation applies only where
installation is reasonably possible.

Several respondents also requested clarification that this standard applies only where
a smart meter is not installed at all, and not where a meter is installed but fails
to communicate, which should fall under a separate Guaranteed Standard.

7. Do you agree the correct approach for this Guaranteed Standard is to amend
existing regulations 4 and 5, rather than implement a new individual standalone
regulation?

Consultation responses were supportive for amending existing Regulations 4 and 5
rather than introducing new standalone Guaranteed Standards.

Most respondents agreed that this approach provides clarity and avoids unnecessary
duplication. However, some stakeholders disagreed with applying this approach to the
new Guaranteed Standard for investigating smart meter operational issues, arguing that
these requirements do not align with existing provisions.
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Other stakeholders also questioned whether this standard fits within Regulations 4 and
5, suggesting it may be better implemented as a standalone regulation.

8. Do you have any comments regarding the drafting of the Statutory Instrument
(see appendix one) on this standard?

Several energy suppliers highlighted a drafting error in Regulation 5, where the 3-4
hour time requirement remained, and urged alignment to the five-working-day window.
Some respondents also called for clear trigger points to ensure it was clearly
understood when this regulation would apply and failing to do so could implement a
regulation that would be interpreted differently throughout industry.

Stakeholders broadly supported clarifying the “appropriate action” obligation, while
recommending targeted drafting changes to ensure the standard is practicable and
aligned with policy intent. Respondents proposed reframing “appropriate action” to
focus on taking initial diagnostic and remedial steps, and clearly informing customers
of next actions for both credit and prepayment meters. It was further argued that
incorporating smart/IHD operability into the faulty prepayment meter provisions is
unnecessary, and that the correct timeframe for on-supply cases should be five
working days, rather than the legacy 3-4 hour limit.

Concerns were raised regarding the inclusion of IHDs. Stakeholders recommended
narrowing the IHD definition to supplier-provided devices, limiting obligations (e.g., to
12 months post-provision), or removing IHD-only faults from scope due to technical
constraints.

9. Do you agree this should be a new standalone regulation rather than an
amendment to an existing regulation?

The majority of responses from energy suppliers agreed with the approach to have this
Guaranteed Standard as a standalone regulation, rather than an amendment of an
existing Guaranteed Standard.

10. Do you agree providing additional 30 days to resolve smart meter issues
relating to comms hub and WAN issues under the DCC, is the right approach?

Most responses agreed more time would be needed to address issues relating to the
DCC and welcomed the approach of providing an additional number of days. However,
views were mixed on the length of time this should be.

There was no clear alternative time frame proposed. However, feedback highlighted
that issues that would involve the DCC were likely to be varied and in some instances
complex and these factors would need to be taken into consideration. Other comments
related to the principle of inclusion of these issues, rather than the additional
timeframe proposed.

11. Do you agree with the proposal to implement this Guaranteed Standard over a
longer timeframe?
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Most responses agreed a longer implementation timeframe was needed. However,
most energy suppliers disagreed with the proposal of April 2026 and highlighted a
longer timeframe would likely be required. Some argued that alignment with DESNZ
post 2025 policy would be a more appropriate approach. Others proposed October
2026 as a more suitable implementation date.

12. Do you have any comments regarding the drafting of the Statutory Instrument
(see appendix one) on this standard?

One of the main points of feedback in relation to the drafting of the Statutory Instrument
was on the use of working days rather than calendar days as consulted on, and that for
consistency the use of calendar days was more appropriate. Some also outlined the
use of working days did not align with the proposal from DESNZ on the post 2025
amendment to the Operational Licence Condition which would be a 90-calendar day
period.

There was feedback in relation to the drafting of the exemption relating to the actions of
the customer and that drafting may be more effective if was phrased in the context of
the customer not taking a specific action, rather than the proposed wording of the
customer has “taken action”. This mainly related to scenarios where customers may
not respond to supplier communications, specifically where energy suppliers request
appointments to visit the consumer premises to try and resolve the meter issue.

Some feedback related to other questions such as the timeframe for resolution and
DCC issues. It was highlighted that the proposed drafting of the additional time frame of
30 days (for DCC issues) was not practical and that amendments should be
considered. Several views outlined that the proposed drafting of the “day after” the
smart meter is not operating as intended would not be reflective of how these scenarios
work operationally.

Some responses provided no direct comment to the drafting of the Statutory
Instrument.

13. Do you agree with the smart meter Guaranteed Standards applying to smart
meters and microbusinesses only?

Energy supplier responses showed broad support for the decision to limit the scope of
the new Guaranteed Standards to microbusiness customers with smart meters,
excluding larger non-domestic customers and advanced meters. Respondents agreed
that applying GSOPs to microbusinesses is proportionate, while avoiding unnecessary
complexity for larger businesses that typically have bespoke contractual protections
and specialist metering requirements.

Several suppliers emphasised that imposing standardised obligations on large

industrial and commercial customers would be disproportionate and could stifle
innovation, duplicate existing contractual remedies, and undermine tailored solutions.
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A few respondents highlighted practical challenges for non-domestic installations,
including complex site arrangements, third-party intermediaries, and resource
constraints.

14. Do you have any comments regarding the drafting of the Statutory Instrument
regarding microbusiness consumers?

Consultation responses regarding the Statutory Instrument’s scope for
microbusinesses indicated that most stakeholders either agreed with the proposed
approach or offered no substantive comments.

Some raised concerns about the current definition of “smart meter” in the regulation,
noting that it references the Electricity and Gas Acts, which could inadvertently include
advanced metering. These respondents requested that Ofgem update the definition to
clarify that the Guaranteed Standards apply only to SMETS meters.
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